The Testing of a Job Performance Model for Retail Salespeople. by Bush, Robert Paul
Louisiana State University
LSU Digital Commons
LSU Historical Dissertations and Theses Graduate School
1987
The Testing of a Job Performance Model for Retail
Salespeople.
Robert Paul Bush
Louisiana State University and Agricultural & Mechanical College
Follow this and additional works at: https://digitalcommons.lsu.edu/gradschool_disstheses
This Dissertation is brought to you for free and open access by the Graduate School at LSU Digital Commons. It has been accepted for inclusion in
LSU Historical Dissertations and Theses by an authorized administrator of LSU Digital Commons. For more information, please contact
gradetd@lsu.edu.
Recommended Citation




While the most advanced technology has been used to 
photograph and reproduce this manuscript, the quality of 
the reproduction is heavily dependent upon the quality of 
the material submitted. For example:
•  Manuscript pages may have indistinct print. In such 
cases, the best available copy has been filmed.
•  Manuscripts may not always be complete. In such 
cases, a note will indicate that it is not possible to 
obtain missing pages.
•  Copyrighted material may have been removed from 
the manuscript. In such cases, a note will indicate the 
deletion.
Oversize materials (e.g., maps, drawings, and charts) are 
photographed by sectioning the original, beginning at the 
upper left-hand corner and continuing from left to right in 
equal sections with small overlaps. Each oversize page is 
also film ed as one exposure and is available, for an  
additional charge, as a standard 35mm slide or as a 17”x 23” 
black and white photographic print.
Most photographs reproduce acceptably on positive 
microfilm or microfiche but lack the clarity on xerographic 
copies made from the microfilm. For an additional charge, 
35mm slides of 6”x 9” black and white photographic prints 
are available for any photographs or illustrations that 
cannot be reproduced satisfactorily by xerography.
Order Num ber 8719851
T h e te s t in g  o f  a  jo b  p erform an ce m o d el for  re ta il sa lesp eo p le
Bush, Robert Paul, Ph.D.
The Louisiana State University and Agricultural and Mechanical Col., 1987
U-M-I
300N. ZeebRd.
Ann Arbor, MI 48106
PLEASE NOTE:
In all cases this material has been filmed in the best possible way from the available copy. 
Problems encountered with this document have been identified here with a  check mark V .
1. Glossy photographs or pages_____
2. Colored illustrations, paper or print______
3. Photographs with dark background____
4. Illustrations are poor copy______
5. Pages with black marks, not original copy i /
6. Print shows through as there is text on both sides of page______
7. Indistinct, broken or small print on several pages J
8. Print exceeds margin requirements_____
9. Tightly bound copy with print lost in spine_______
10. Computer printout pages with indistinct print______
11. Page(s)___________ lacking when material received, and not available from school or
author.
12. Page(s)___________ seem to be missing in numbering only as text follows.
13. Two pages numbered . Text follows.
14. Curling and wrinkled pages______





THE TESTING OF A JOB PERFORMANCE MODEL 
FOR RETAIL SALESPEOPLE
A Dissertation
Submitted to the Graduate Faculty of the 
Louisiana State University and 
Agricultural and Mechanical College 
in partial fulfillment of the 
requirements for the degree of 
Doctor of Philosophy
in
The Department of Marketing
byRobert P. Bush 
B . A . ,  St. Mary's College, 1978  
M.S., Louisiana State University, 1980  
May 1987
ACKNOWLEDGEMENTS
I wish to thank my major professor and chairman, Dr.
.Joseph F. Hair, Jr., who has been an invaluable asset to 
me in my academic as well as personal life. His 
guidance, encouragement, and dedication through all
stages of my graduate education will never to forgotten. 
Dr. Hair has enlightened me with the fundamentals needed 
to become a successful academician. I am fortunate to 
have him as an academic mentor as well as a personal
friend.
I am also indebted to Dr. S. Michael Carlson for his 
guidance, knowledge, and interest to me pver the past 
three years. His insightful methodological and 
theoretical suggestions added a great deal to my
research. Dr. Carlson has also been an invaluable asset 
concerning my development as a scholar. Therefore, I
would like to express my thanks to Dr. Carlson, not only 
as a student but also as a close friend.
I would also like to thank Dr. Daniel Sherrell and 
Dr. Perry Prestholt for their helpful suggestions and 
guidance during the research endeavor. Their patience 
and encouragement is greatly appreciated.
I would like to extend a special thank-you to the 
faculty of the Marketing Department at Louisiana State 
University. I feel fortunate to have spent my years as a 
Ph.D. candidate with such remarkable individuals.
I must extent a personal thanks to my wife Donny who 
was at my side during every stage of this dissertation. 
Her patience, love, and encouragement gave me the added 
strength to complete this project.
TABLE OF CONTENTS
Page





1. DESCRIPTION OF THE RESEARCH AREA...........  1
Introduction  ......................  . 1
Need for and Relevance of Research on
Topic..................................  2
Scope of Research Topic.......  5
Retail Salespeople.......................  6
Constraints and Assumptions..............  7
Proposed Assumptions.....................  7
Scientific Realism.......................  8
Organization of Dissertation............  11
2. REVIEW OF THE RELEVANT LITERATURE...'.......  12
Performance..............................  13
Situational Approach.....................  14
Attitudinal Approach............   18
Modelled Interaction Approach............  21
Motivational.............................  30
Expectancy Theory......................  31
Need Deficiency..........................  35
3. PROPOSED MODEL AND RESEARCH HYPOTHESES..... 4 2
A Model of Retail Salespeople
Performance............................  43
Performance of the Retail Salesperson  44
Expectancies.............................  45
Locus of Control.........................  47
Instrumentalities..................   49
Self Worth...............................  52
iv
TABLE OF CONTENTS (con't.)
Page
Valences......................   55
Role of Extrinsic Rewards..............  55
Role of Intrinsic Rewards..............  62
Need Deficiency..........................  67
Job Satisfaction.........................  69
Intrinsic Job Satisfaction.............  74
Personal Characteristics.................  87
The Tested Model.........................  90
RESEARCH METHODOLOGY AND STATEMENT OF
FORMAL HYPOTHESES........................  92
Operationalization of Constructs.........  93
Job Performance........................  93
Locus of Control........ '..............  94
Valences ..........................  94
Need Achievement.......................  95
Job Satisfaction.......................  96
Instrumentalities......................  96
Expectancies...........................  96
Experience and Sex.....................  97
Statement of Formal Hypotheses...........  97
Sample: Characteristics of the Retail
Salesperson............................  99
Data Collection...........................  100
Issues of Reliability and Validity........  101
Analysis of the Model................    103
Identification............................  109
Summary...................................  110
RESULTS FROM THE ANALYSIS...................  Ill
Scale Analysis...........................  Ill
Reliability..............................  127
Validity.................................  128
Path Analysis Procedure..................  141
Hypothesis Assessment....................  146
Summary.............................. . 155
RESEARCH CONCLUSIONS AND IMPLICATIONS...... 15 8
The Revised Model........................  158
Directions for Future Research...........  166
v
TABLE OF CONTENTS (con't.)
Pag®
REFERENCES................................. 173
APPENDIX A ................................  188
APPENDIX B................................  189





1-1 Summary of Selected Research Relating 
Life History Data to Sales
Performance...................    15
5-1 Factor Loadings: Self Worth Scale.......  114
5-2 Factor Loadings: Need Achievement
Scale.................................. 117
5-3 Factor Loadings: Job Satisfaction
Scale.................................. 120
5-4 Factor Loadings: Instrumentality Scale... 123
5-5 Factor Loadings: Reward Valence Scale.... 124
5-6 Factor Loadings: Expectancies Scale...... 125
5-7 Factor Loadings: Job Performance Scale... 126
5-8 Locus of Control Scale...................  129
5-9 Summary of Correlation and Results
Demonstrating Two-Way Relationships 
In Hypothesize Model................... 137
5-10 Comparison of Path Results for Two
Random Samples for Cross-Validation
Purposes............................... 145
5-11 Paths, Path Coefficients, and Standard




2-1 Porter And Lawler Model............    23
2-2 Walker, Churchill and Ford Model............  25
• *
•2-3 Bagozzi Model..............................  27
3-1 The Tested Model...........................  91
5-1 Summary of Relevant Literature Addressing
Two-Way Relationships.................... 135
5-2 The Hypothesized Model...... ..... ........  157
6-1 The Revised Model..........................  159
viii
ABSTRACT
Over the years, researchers have devoted significant 
efforts towards conceptualizing and empirically 
investigating all facets of the work process. In order 
to better understand this issue at the retail level, a 
major question was addressed, that is, what are the 
aspects relating to performance of retail salespeople.
Previous approaches to explain the performance 
behavior of salespeople have primarily been centered in 
the industrial sales area. The development and testing 
of empirical research designs directed toward retail 
salespeople remained a neglected topic in the marketing 
literature. The primary goal of this research was to 
derive a framework for the explanation of performance and 
related behaviors as they apply to retail salespeople.
The developed framework characterizes the 
performance behavior of retail salespeople as being a 
function of their own nature, relations with other 
individuals, as well as aspects of their work 
environment. The framework was tested and refined in a 
field setting comprised of 472 retail sales employees 
across the southeast United States.
ix
Results of the study supported eight major 
determinants of job performance behavior. Additionally, 
the results provided a structure foundation as to what 
constitutes work, work behavior, and job performance 
dimensions at the retail level.
x
CHAPTER 1 
DESCRIPTION OF THE RESEARCH TOPIC 
Introduction
The exchange process is central to the role of 
marketing, almost to the point where marketing may be 
viewed as the "science of exchange” (Bagozzi, 1978; Bush, 
1985) . Without the exchange process gaps would exist 
between producers and consumers to a point where goods and 
services would not be matched with needs and wants of 
consumers. Hunt (1983) suggests that the study of market­
ing revolves around understanding "the behaviors of buyers 
directed at consummating exchanges; the institutional 
framework directed at facilitating exchanges; and the 
consequences on society of the above behavior."
Consumers engage in exchange behaviors to obtain 
desired objects, build social relationships, or to fulfill 
obligation. Consumers may not be fully aware of their 
motives or reasons for engaging in an exchange process, 
yet it is necessary to understand this process, and it is 
typically necessary to observe actions and behaviors of 
all individuals involved in facilitating the exchange
process. Scientific explanation of exchange requires a 
theoretical framework or model to represent the direct and 
indirect structures underlying the exchange, and that 
these structures be based upon empirical evidence.
In order to better understand the conditions con­
tributing to exchange relationships and its impact on the 
theoretical foundations of the marketing discipline, the 
dissertation will be concerned with exchanges between 
consumers and retail salespeople. Particularly, the 
primary research question to be addressed is "what are the 
aspects relating to performance of retail salespeople?" 
To assess this question, it is necessary to investigate 
how retail salespeople behave in the sense of depicting
the causal processes and structures behind such behavior. 
Additionally, since science not only attempts to under­
stand phenomena, but also seeks to change phenomena, a
secondary question of how retail salespeople can be 
motivated in order to bring about more efficient and 
effective performance will be addressed.
Need for and Relevance of Research on Proposed Topic
The value of any research is determined by its unique
and significant contribution to the body of marketing
knowledge. Fundamentally, the research addresses two 
central problems associated with the social sciences: (1)
the problem of human action and (2) the problem of
causation (Mackie, 1974; Hunt, 1982). Why retail sales­
people perform and the aspect of performance they adhere 
to are inseparable with the aforementioned problems. 
Although the scope of this dissertation is not to provide 
answers to these classic issues, it will be necessary to 
define and relate them to the primary research problem. 
The importance of this research must be judged in relation 
to how well it provides explanation regarding the behavior 
of retail salespeople. This will require an evaluation in 
light of criteria from the philosophy of science.
This research is directly important for academicians 
and practitioners alike. The marketing discipline lacks 
well articulated theoretical frameworks associated with 
the analysis of the retail environment (Hollander, 1979). 
Furthermore, Lusch and Stamplf (1979) contend that due to 
the lack of theoretical frameworks, fragmentation of 
academic research and, methodological weaknesses, empiri­
cal knowledge of retail organizations remains highly 
controversial. This dissertation will attempt to develop 
a framework that may be applicable in explaining the job 
performance dimension as it exists in the retail store 
environment. Additionally, the research will attempt to 
provide insights into the factors affecting job perfor­
mance at the retail level in the hopes of directing 
further empirical research in a "neglected" area. 
Finally, the research is important from a normative
standpoint. For the retail organization a sound theoreti­
cal framework of performance can be used to select, train, 
and manage salespeople. A sound theoretical framework of 
retail sales performance can allow for the greater 
efficiency in the employment of human resources and reduce 
unnecessary conflicts in role perception.
Previous approaches to explaining the behavior of 
salespeople have primarily been centered in the industrial 
sales area. Research in this area has been varied in both 
diversity of outlook and results. The vast majority of 
studies assume a "deterministic" approach. Typically, 
this consists of correlations of salespersons characteris­
tics (demographic measures, traits, attitudinal) with 
measures of behavior (performance, effort, satisfaction). 
The best of these models, however, rarely even approach 25 
percent of variance explained (Oliver, 1974; Churchill, 
Ford, and Walker, 1978). The development and empirical 
testing of models of retail salespeoples behavior remain a 
more neglected topic in the marketing literature. With 
only a few studies reported in the literature, two 
investigate the determinants of job satisfaction (Teas, 
1980; 1981) and one, superficially, explores the topic of 
performance (Teas, 1982). Regardless of whether the 
research pertains to industrial or retail salespeople, 
most studies fail to hypothesize underlying psychological
or social processes but are predictive in orientation. In 
a sense, the studies are largely atheoretical in nature.
The approach proposed in this research is one of 
causal analysis wherein causal relations constitute the 
principle basis for explanation. Moreover, although the 
methodology proposed in this research is consistent with 
positivistic logic, the underlying logic used to develop 
the framework is more attuned to the realistic tradition.
The primary goal of this research is to derive a 
framework for the explanation of the performance and
related behaviors of retail salespeople. In this frame­
work, behavior of retail salespeople is characterized as a 
function of their own nature and the relations with other 
individuals and various aspects of their work environment. 
The causal relations in the structure constituting the
framework are instances of fundamental social and psycho­
logical processes. The framework will be tested and
refined in a field setting comprised of retail salespeople 
and their specific role relations.
Scope of the Research Topic
This section discusses the assumptions and limita­
tions of the proposed research. The research applies 
primarily to a particular class of salesperson. It 
functions within a set of unique situational constraints. 
It builds on a particular school of thought in the
philosophy of science following in the perspective of th 
realist tradition. Each of these is highlighted below.
Retail Salespeople
Retail salespeople of today have changed funda 
mentally from the high pressure characters of the past.
Retailing has always been confronted with 
personnel problems. The wages of lower manage­
ment personnel and salespeople are typically 
lower than those of comparable employees in most 
industries. It usually provides only limited 
training. Each of us can probably recall 
instances in which we have walked out of a store 
and never returned because of the rudeness or 
indifference of salespeople. Indeed, inade­
quately trained salespeople may lead to as many 
lost sales as the unavailability of merchandise.
Fortunately, top management is beginning to 
recognize the importance of good human resources 
management programs and to acknowledge that the 
personnel function is likely to be a company's 
greatest weakness. The traditional subordinate 
status of the personnel function, though chang­
ing, has led to many problems in retailing, 
including poor salary administration techniques, 
limited and ineffective training programs for 
buyers and salespeople, the hiring of unsuitable 
people, and government affirmative action pro­
grams. As observed by the chairman of the board 
of Sears, 'How management development, which is 
so important to the health, welfare, and sur­
vival of our free enterprise system, can have 
received so little attention is puzzling.'
In an era of inflation, personnel costs 
rise rapidly. Yet competitive pressures may 
keep management from raising prices. Thus, 
efforts to increase employee productivity, if 
successful, yield almost pure profit since costs 
are not increased (Mason and Mayer, 1981, 
p. 634).
This study will investigate the behavior of sales
people not unlike those described above. Primarily, th
research will be concerned with inside order-takers. It 
will address creative selling encounters where the sales­
person is required to be imaginative and resourceful in 
what can be defined as a department store setting.
Constraints and Assumptions
The research proceeds from the assumption that a 
substantial portion of the performance of the salespeople 
under scrutiny is due to the efforts and abilities of 
these people, and to a lesser extent, external factors 
such as advertising and economic conditions. By selecting 
a suitable sample and modelling such external factors, 
whenever possible, it is conceivable to meet this assump­
tion ,
It is also assumed that the salespeople sell mer­
chandise of similar quality and value. Finally, it is 
presumed that all salespeople experience a training pro­
gram if one exists, and all are subject to the same 
company policies and procedures as to conduct, compen­
sation, and evaluation. Again, these assumptions can be 
met by a judicious selection of the sample.
Proposed Assumptions
The underlying assumptions associated with the pro­
posed dissertation are as follows:
1) There is a cause (s) of behavior (Bunge, 1959).
2) Causes of behavior can be conceptualized.
3) Causes either have direct empirical indicants or
may be inferred.
4) Causes, conditions, and consequences can be
modelled or designated in a heuristic manner.
The four assumptions of this proposed dissertation
suggest that behavioral processes can be represented 
objectively, even though many of the variables and rela­
tions will be inferred from subjective reports. The 
assumptions also adhere to the philosophy of science 
approach as dictated by scientific realism.
Scientific Realism
Scientific realism is similar to that of positivism 
in that both view science as an objective rational activ­
ity. Both philosophic thoughts aim for achieving 
explanation and for relying on empirical evidence. Real­
ism differs from positivism in its image of causality, its 
treatment of theoretical and observational concepts and 
its criteria for testing theories. The realist philosophy 
attempts to discover the meaning of statements asserting 
causal relations, to represent processes, structures, or 
mechanisms in testable hypotheses, and to model the nature 
of objects in terms of their internal structure and 
certain "powers and liabilities" of the constituent parts 
of that structure (Keat and Vrry, 1975) . In this proposed
dissertation, the relations of retail salespeople to other 
individuals and various aspects of their work environment 
will be represented in a framework of causal relations or 
paths, and certain aspects of the retail salesperson will 
be related in an internal structure sense to other charac­
teristics. Additionally, characteristics of the retail 
salesperson in the causal framework are depicted through 
their intrinsic nature in the sense of observable or 
inferable indicants.
The doctrine of scientific realism ascertains that 
causation involves the powers and capacity of things 
(Bagozzi, 1980). More conclusively, scientific realism 
holds that "science aims to give us, in its theories, a 
literally true story of what the world is like; and accep­
tance of a scientific theory involves the belief that it 
is true (Vanfraassen, 1980; p. 8). Harre' and Madden
(1975, p. 86) represent such an ascription as such:
The proper analysis of the ascription of a power 
to a thing or material (and, with some quali­
fications, also to a person) is this:
'X has the power to A' means 'X
do A, in the appropriate conditions, 
in virtue of its intrinsic nature.'
In ascribing powers to people, 'can' must be 
substituted for 'will. ' Whether he will or not 
has to be explained by considerations other than 
the extrinsic conditions for action. It is the 
reference to the nature of the potent thing that 
marks the difference between the ascription of 
powers and of mere dispositions.
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From this analysis of power ascriptions two 
important points follow.
1. To ascribe a power to a thing or 
material is to say something specific about what 
it will or can do, but it is not to assert any 
specific hypotheses about the nature of that 
thing. To ascribe a 'power to a thing asserts 
only that it can do what it does in virtue of 
its nature, whatever that is. It leaves open 
the questions of the exact specification of the 
nature or constitution in virtue of which the 
thing, person, or material has the power. It 
leaves it open to be discovered by later empiri­
cal investigation, should that prove to be 
possible.
2. But to ascribe a power is to say that 
what the thing or material does or can do is to 
be understood as brought about not just by the 
stimuli to which it may be subject or the con­
ditions which it finds itself in, i.e., by 
intrinsic conditions. (In a sense the ascrip­
tion of a power is a schema for an explanation 
of the manifestation of the power.)
The realist philosophy of science also diverges from 
the positivist tradition with respect to its treatment of 
theoretical and observational concepts. Positivism main­
tains that the truth or falsity of statements containing 
only observational terms "can be known either with total 
certainty, or at least with a far greater degree of cer­
tainty than those containing theoretical terms" (referred 
to as the "epistemologically privileged" (Keat and Vrry, 
p. 19)). Positivism also asserts that observational 
statements are "theory-neutral" in that they "can be 
verified or falsified without reference to the truth or 
falsity of theoretical statements” (referred to as the 
"ontologically privileged") . The realist philosophy
attaches ontological status to theoretical concepts and
11
claims that theoretical terms can be understood indepen­
dently of a particular operational test construction. The 
logical form of the realist'position is:
Where , if X is Q, then if test conditions C are applied, 
result R will occur (Bagozzi, 1980).
Lastly, scientific realism tests frameworks involving 
hypotheses using structural relations of ontological 
states. The hypotheses represent analogical arguments and 
are tested at both the theoretical and observational 
level.
Organization of Proposed Dissertation
The dissertation will be organized as follows. 
Chapter 2 will critically review the research that 
directly bears on the retail sales/performance process. 
Chapter 3 will contain the development of the theoretical 
model. Chapter 4 will outline the model and describe the 
methodology of the research. A structural equations 
approach will be taken to represent causal relations. 
Chapter 5 will consist of an interpretation and evaluation 
of the results.
CHAPTER 2
REVIEW OF THE RELEVANT LITERATURE
Possibly one of the great limitations of many busi­
nesses today is a lack of understanding as to what 
motivates and/or constitutes performance among their 
employees. Numerous organizations continue to adhere to 
systems and structures which do not allow, much less 
motivate, their salespeople and other employees to per­
form up to their capabilities. Peters and Waterman 
(1982) conducted extensive interviews at both "excellent" 
and poorer performing companies. The result of their 
investigation and survey of the literature with regard to 
the motivation and performance of employees is summarized 
in the following:
We all think we're tops. We're exuberantly, 
wildly irrational about ourselves. And that 
has sweeping implications for organizing. Yet 
most organizations, we find, take a negative 
view of people. They verbally berate partici­
pants for poor performance... They call for 
risk taking but punish even tiny failures.
They want innovation but kill the spirit of the 
champion. With their rationalist hats on, they 
design systems that seem calculated to tear 
down their worker's self image. They might not 
mean to be doing that, but they are. (p. 57)
The practitioner1 s arena is not the only area where
some confusion and contradictions exist. An examination
12
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of the literature on motivation and performance will 
reveal that we still do not have a great deal of under­
standing about what makes this being called man work.
In structuring the literature on performance/ 
motivation two different category types are identified. 
Literature in the first section examines the component 
parts of performance and the antecedents and results of 
each. Literature in the second section relates to the 
various schools of thought which have emerged on the 
motivation/job performance relationship.
Performance
The vast majority of research exploring the per­
formance of salespeople has been limited in scope and 
oriented toward the industrial salesperson. In general, 
the research may be seen as falling into three dominant 
areas. In the first area, regarded as the situational 
approach, performance is viewed as a function of an 
individual's characteristics, traits, or environmental 
aspects. Other researchers have looked at an attitudinal 
approach which defines performance as a function of one's 
attitude toward job activities, role partners, and 
company management. Finally, an approach known as 
modelled interactionism proposes that performance is a 
multivariate function of both the person and his 
situation/environment. Regardless of which research
14
approach was employed the author could find only three 
studies addressing performance of retail salespeople, and 
one study employing the structural paradigm as a means 
for inquiry. The review will be selective emphasizing 
the orientation and shortcomings of each research 
approach.
Situational Approach
Extensive literature exists which explores socio­
economic and personal background data as determinants of 
performance. Typically, the data include variables such 
as age, education, work experience, religion, income, 
and family size. The procedure usually employed is that 
background data are correlated with performance to arrive 
at an ideal profile of the "high performance sales­
person." The implicit assumption in the situational 
approach is that background data indirectly measures 
characteristics or attributes of salespeople which serve 
as influences on performance.
Table 1 presents a summary of studies utilizing the 
situational approach. In general, the findings range 
from no relationship to very modest relationships.
A number of criticisms can be made with regard to 
the situational approach. Most of the studies inves­
tigated did not specify why one might expect a 
relationship between background data and performance.
TABLE I
A SUMMARY 01- SELECTED RESEARCH UKI.ATINC LITE 
HISTORY DATA TO SALES PERFORMANCE
Study
Type of 
























age, education, race, social status, 
experience, and others
age, years of education, experience, 
weight, height, seniority, number of 
dependents, marital status, plus 34 
other indicators
age (from 23 to 65 years old)
age, time on job, education
education, marital data, school 
activities, status of parents, 
experience, health, past performance
present salary, education, number 
of dependents, age, marital stacus, 
experience
age, size of sales force, compen­
sation level, and others
AlLhouth the publication failed to provide adequate 
data and analyses, none of the life history data 
were shown to be related to performance.
The results are difficult to interpret since neiLlur 
a causal nor correlational analysis was used. In 
general, the study was not able to predict perfor­
mance with even a moderate degree of success.
Though statistically significant, less than 10Z of 
Llie variance of sales performance could be 
explained by the model.
No significant relationship to sales performance 
was found.
The best results (explaining 25X of the variance) 
were obtained from regression models combining edu­
cational and health data uiLh past performance and 
financial responsibility indicators (to predict 
present performance).
PatLern analysis was used. The “successful" sales­
men were those whose prior income was greaLer than 
$130/week and who had at least three dependents.
The unit of analysis was on a company, rather than 
individual basis. Younger sales forces exhibit 
higher turnover and higher performance (the laiter 
in missionary and technical selling only). Turn­
over was directly related to size of sales force 
and inversely related Lo compensation levels. 
Variations in turnover were noi related to vari­
ations in performance.
‘Numbers in parentheses indicate number of salesmen studied
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The techniques connecting background data to performance 
were left unspecified. From a methodological point of 
view, the studies are weak. Analyses were limited to 
correlations among variables, no attempts were made to 
validate or test findings, and the dependent measures 
were usually single-item measures of performance.
Finally, the results of the studies in terms of predic­
tion criteria are less robust than alternative
approaches.
Sales aptitude and skill as a performance deter­
minant has been quite extensively studied under the 
situational approach. The rationale behind these 
determinants is frequently as follows. The salespeople 
who possess a greater capacity and/or ability for 
planning, decision making, and conducting sales activi­
ties are more likely to be better performers. In these 
studies, salespeople are given skill or aptitude tests, 
and their scores are correlated with their performance.
Numerous studies have attempted to predict per­
formance by measuring aptitude-related variables. A 
review of the literature included more than 10 studies 
since 1962, indicates an association of skill and apti­
tude to performance ranging from fairly low positive 
correlations to nonsignificant relationships. Since 
research in this area has been relatively unsuccessful, 
the discussion will be limited to a brief review of one
17
of the more robust investigations. Cotham (1970) 
reviewed various studies investigating the relationship 
between skill/aptitude and performance. The results of 
the investigation illustrate the utility and limitation 
of skill/aptitude measures. Of the 20 article reviews, 
only one study (Correlation of Math Aptitude to Sales 
Performance (Miner, 1962)) yielded even a moderate cor­
relation (r = .38) with performance. A sales job
requiring the performance of mathematical manipulations, 
for example, demands that one have the aptitude to handle 
such task.
Yet, in order to explain the success or failure of 
salespeople, it is necessary to specify which aspects of 
an individual are important and how much of these 
qualities are sufficient. This requires that the 
researcher analyze and identify the specific charac­
teristics of a job situation and relate these to 
particular intellectual or other psychological processes. 
The poor findings summarized by Cotham appear to be a 
result of failures to designate theoretical mechanisms 
connecting intellectual functions to tasks, the use of 




A number of researchers have suggested that atti­
tudes and attitude-related variables may act as 
determinants of sales performance. The findings of the 
few studies employing the attitudinal approach to sales 
performance are mixed.
Cotham (1968) explored 63 retail salespeople in 
order to determine the relationship between job attitude 
and performance. Measures of job attitude included such 
aspects as interpersonal effectiveness, personal com­
petence, and sociability. Sales performance was measured 
by a combination of actual sales volume and commission 
earnings. In essence, this study was a correlation 
investigation of attitudes toward the job situation with 
sales performance. Cotham concluded:
. . . little evidence of statistical associa­
tion between the various job attitude measures 
and sales performance . . . satisfied salesmen
as a group were not necessarily high producers 
and vice versa (1968, p. 374).
This finding is consistent with most studies of 
attitudes in various other contexts (Deutscher, 1973) .
Cotham, Gravens, and Pennington (1972) studied the 
relationship between "general" and "specific" job atti­
tudes of 50 paper product salespeople. Of the 51 
attitudes under investigation 14 proved to be significant
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by way of correlations. These attitudes were grouped 
into four categories:
1. Routine aspects of job
2. Adequacy of training
3. Adequacy of ongoing training
4. Job promotion and/or changes.
Five criteria were used as dependent variables:
1. Salary
2. Grade/quality index
3. Change in grade quality index
4. Total tonnage sold
5. % change in tonnage sold.
Multiple regression was used to indicate fit of data 




Change in GQI .4669
Total Tonnage . 4220
Change in Tonnage .5089
In general, at least half of the variation in per­
formance remains unexplained for each dependent measure. 
The authors also performed a discriminant analysis on the 
data concluding:
While several attitude variables in the 
study attained statistical significance, the 
modest number and extent of existing
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relationships suggest that general job atti­
tudes are of limited practical significance to 
sales management. Yet certain specific job 
attitudes are sufficiently related to sales 
performance to justify further inquiry. (1972, 
p. 129).
The study demonstrated modest success for relating 
present attitudes to past performance. Furthermore, it 
is one of the few investigations found in the literature 
utilizing multiple indicators of performance.
Closely related to attitudes is the use of attitude- 
related variables, such as personality, to determine 
performance behavior. In general, research dealing with 
personality have been singularly unsuccessful (Cotham, 
1970) . Rarely does one find correlations between trait 
and performance exceeding .2 or .3.
Miner (1962) in one of the more successful studies 
linking personality to performance, found that "dealer" 
salespeople correlate (r = .57) with a composite measure 
of performance. However, as Miner (1962, p. 11) noted: 
"The personality characteristics may be a result rather 
than a cause of superior performance. The data doesn't 
provide clear-cut answers."
Other personality variables have been suggested as 
predictors of performance. These include empathy and ego 
drive (Mayer and Greenberg, 1964), and self-confidence 
(McMurry, 1961) . But, again, most of the research has 
been unsuccessful or inconclusive. Cotham (1970)
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suggests that poor results may be attributed to the fact 
that virtually all personality studies use a "nomethetic" 
orientation. Block (1968) states that methodological 
problems, such as improper operationalization of 
concepts, measurement, etc., yield poor results.
The empirical research associated with the situa­
tional and attitudinal approaches shows that the vast 
majority of the studies rarely exceeded correlation 
coefficients of r = .30. Several authors (Bowers, 1973; 
Mischel, 1969) that the failure of the two approaches to 
account for larger portions of behavior may be due to 
methodological bias employing the experimental paradigm. 
Both Bowers and Mischel claim, among other factors, that 
the experimental paradigm focuses so much on behavior 
changes that behavior stability is ignored. The authors 
suggest the development of frameworks that may be used to 
explain or predict behavior overtime, rather than
concentrating on factors that seek to change performance 
dimensions.
Modelled Interaction Approach
The modelled interaction approach was suggested as a 
possible way of predicting performance without the biases 
and flaws associated with either the situation or atti­
tudinal approaches. In an effort to account for
conflicting results in earlier studies investigating
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performance behavior, a major theoretical contribution 
was introduced in the form of the Porter-Lawler model 
(Porter and Lawler, 1967). The purpose of the framework 
was to aid in the investigation of the relationship 
between cognitive processes and performance behavior.
The model (presented in Figure 1) suggests that not 
only are traits and attitudes relevant to performance, 
but also rewards, efforts, and role perceptions. The 
model is important for consideration because it is 
basically the first attempt to depict performance as a 
multidimensional construct.
Porter and Lawler (1969) cited a study of 148 sales­
people where abilities, effort, and role perceptions were 
investigated in relation to performance. The authors 
reported a significant correlation of r = .48 between
role perception and performance, while indicating that 
abilities only correlated r = .32 and effort only .23
with performance. In discussing their findings, the 
conclusion is made that "one must question whether a 
significant correlation between the variables indicates 
anything more than the presence of a relationship. A 
determination as to the impact of causation from these 
findings is still subject to intensive empirical inves­
tigation." While the Porter and Lawler model did not 
stimulate a great deal of research in the management
FIGURE 1
THE PORTER AND LAWLER MODEL 
(Porter and Lawler, 1968, p. 17)






























area, the framework did have substantial impact on models 
developed in the sales management area.
Interest of the job performance’ issue in the market­
ing discipline is a fairly recent phenomenon. Churchill, 
Ford, and Walker (1974) called attention to the topic by 
stating "one of the most potentially rewarding areas for 
research concerning the role of the salesperson involves 
an assessment of a salespersons performance and satis­
faction with his job and work environment" (p. 254).
In 1977, Walker, Churchill, and Ford attempted to 
stimulate and direct research in the area by proposing a 
model of the perforraance-satisfaction relationship. A 
copy of the framework is presented in Figure 2. The 
basic focus of the model is similar to that of the Porter 
and Lawler (1968) framework. In the framework, personal, 
organizational, and environmental variables affect moti­
vation, aptitude, and role perception. In turn, all 
three variables are proposed to affect performance. A 
subtle aspect of the framework is the way in which moti­
vation is influenced through the performance variable.
While the model has received considerable inves­
tigation in the literature, the primary dependent measure 
under study has been job satisfaction and not job per­
formance. Although the model has been viewed as a major 
step toward empirical investigation into performance- 
satisfaction, operationalization of constructs,
FIGURE 2











methodological problems, and linkage determinants have 
made the framework highly controversial. Churchill 
(1979) states that a major problem of the framework "is 
the construct of sales performance." Studies employing 
the Churchill, Ford, and Walker framework employ uni­
dimensional performance measures such as sales volume or 
percent of quota. Thinking of performance in terms of 
activity of salespeople, however, involves a variety of 
distinct performance dimensions (Campbell, 1970). Thus, 
from a research viewpoint, utilization of a multi­
dimensional performance measure would be more useful.
Bagozzi (1980) empirically tested a performance 
model on industrial salespeople. Using structural 
equations with measurement error, Bagozzi attempted to 
determine causally related performance variables. The 
Bagozzi model is presented in Figure 3.
Surveying 122 members of a sales force, Bagozzi 
hypothesized: a positive relationship between achieve­
ment motivation and performance, that task specific 
self-esteem and verbal intelligence has a positive 
influence on performance, and performance has a positive 
influence on job satisfaction. The results of the study 
indicated that only a positive relationship existed 
between achievement motivation and performance.
After reviewing the literature and empirical 
research on job performance of salespeople, several
FIGURE 3
THE BAGOZZI MODEL (Bagozzi, 1980, p. 59)
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points can be made with some certainty. For the most 
part, previous research has paid little attention to what 
constitutes performance of salespeople, particularly 
salespeople of a retail organization. The typical prac­
tice has been to focus on "determinants" of performance 
while representing the phenomenon as a single variable 
such as dollar volume or quota attained. Cravens and 
Woodruff (1973) proposed a model of sales territory 
performance as such:
TP = (P, W, Se, Sf, Ce, Cf, 0) 
where TP = territory performance, P = industry market 
potential, W = territory workload, Sp = salesman 
experience, = salesman motivation and effort, C^ =
company experience in territory, = company effort in 
territory, and 0 = other factors. Similarly, Lucas,
Weinberg, and Clowes (1975) suggest
Si = f (Pi' Wi' Xli' * * *' Xki* 
where = sales in territory i, P^ = potential in ter­
ritory i, = workload in territory i, and X^, X ,
.. . , = k other factors pertaining to territory i or
salesman i. Unfortunately, both studies limited their 
operationalization of performance to single, relatively 
removed indicators. The former study used "aggregate 
sales" of a territory, while the latter employed total 
"bookings" by a salesperson in a territory.
What constitutes performance is somewhat a normative 
and arbitrary issue. Management sets company and 
individual salesperson goals based, in part, on the 
history of sales, the costs of operations and adminis­
tration, profit expectations, estimates of market 
potential, the ability of salespeople, competition, and 
so on. The salesperson, in turn, perceives and inter­
prets company goals in terms of his or he needs and 
unique situation.
In the proposed research, it will be attempted to 
define performance using a broader class of work-related 
attributes. While the review concentrated primarily on 
industrial sales, lack of empirical research associated 
with performance of retail salespeople presents a 
research gap that indicates further investigation. 
Churchill (1985) proposes:
In many ways, the activities involved in 
both retail and industrial selling, and in 
managing the two types of sales forces, are 
very similar. Success in either type of 
selling requires interpersonal and communica­
tions skills, solid knowledge of products being 
sold, an ability to discover the customer's 
needs and problems, and the creativity 
necessary to show the customer how a particular 
product or service can help satisfy those needs 
and problems. Similarly, managers must recruit 
and train appropriate people for both types of 
sales jobs, provide them with objectives that 
are consistent with the firm's overall market­
ing or merchandising program, supervise them, 
motivate them, and evaluate their performance.
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Based on a review of the literature there appears to 
be a need for this form of empirical investigation. This 
subject will be addressed in more detail in Chapter 3.
Motivation .
There is evidence indicating that motivation is a 
primary factor affecting one's work experiences. Moti­
vation is generated by many things— our basic needs and 
wants, urges and drives, aspirations, beliefs, opinions, 
and attitudes. Even an individual's value system plays a 
significant role in motivation and job productivity 
(Howard, 1981). Despite the proliferation of empirical 
research exploring the motivation-job performance rela­
tionship across occupational categories, only a thin 
veneer of research addresses this relationship at the 
retail sales level. Teas (1981) addressed the impact of 
organizational variables on performance of retail sales 
people, while Teas (1982) also explored performance- 
reward instrumentalities and motivation of retail sales 
people. An additional study by Dubinskv and Mottson 
(1979) , conceptually addressed role perceptions among 
retail sales people. The major conclusion of this past 
research is why has the area of retail sales and per­
formance been such a neglected topic?
This section will attempt to review the relevant 
literature pertaining to the motivation-performance
relationship. The discussion will concentrate on two 
schools of thought, that being expectancy theory and 
deficiencv-need theory.
Contemporary research approaches appear to emphasize 
one of the two viewpoints. Since the conceptualization
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of motivation proposed in this research overlaps with the 
two approaches, a brief review of each theory and 
supporting research is in order.
Expectancy Theory
Expectancy theory is a process theory of work motiva­
tion that has received considerable theoretical and 
empirical attention (Campbell and Pritchard, 1976). 
Although numerous variations of the theory have been 
proposed, the core concept of the theory is that people 
are thought to be motivated by the anticipated subjective 
need satisfying characteristics of various behavioral 
outcome.
Expectancy theory has been studied widely as a 
decision model of human motivation and choice in the work 
situation. The rationale of the research can be sum­
marized as:
The central concept of expectancy theory 
is that the force of an individual to exert a 
specific amount of effort is a function of 1) 
his expectations that the effort will result in 
a specific outcome, and 2) the sum of the 
valences (personal utilities or satisfactions) 
that he expects derives from the outcome. The 
theory asserts that the function is a non-
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linear, monotonicallv increasing product of 
expectations and valences. . . Thus, according 
to this theory of motivation, an individual 
chooses the behaviors he engages in and the 
level of effort he asserts on the basis of 1} 
the valences he perceives to be associated with 
the outcomes of the behavior under considera­
tion and 2) his subjective estimate of the 
probability that his behavior will indeed 
result in the outcomes (House et al., 1974, 
p. 481).
Although expectancy theory consists of three 
separate models, an integrative model representing 
various modifications can be represented. One's effort 
to perform at a particular task will be the multiplica­
tive function of:
= Expectancy: The salesman's estimate of the
probability that expending effort on a par­
ticular task will lead to an improved level 
of performance on some performance dimension.
V. = Valences for Performance: The salesman'si
desirability of attaining improved per­
formance on some performance dimension.
Ijk = Instrumentality: The salesman's estimate of
the likelihood that attaining an improved 
performance level on some performance dimen­
sion will lead to an increased attainment of 
a particular reward.
In an effort to draw some generalizations of 
empirical research exploring the expectancy theory-job 
performance relationship, Schwab, Olian-Gottlieb, and
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Henneman (19791 conducted a comprehensive review of the
expectancy theory literature. The results may be sum­
marized as follows:
1. Findings^ of studies using expectancy theory are 
not always consistent and at times are contra­
dictory.
2. Support for the theory is rather weak; vari­
ances explained by the theory are usually 
rather low.
3. It is not clear which is the best combination 
of variables for providing a sound prediction 
of performance.
4. Most of the research used between subject 
designs in which a measure of effort to perform 
is correlated with a single measure of per­
formance .
5. No research has been conducted on the predic­
tion of performance.
Of the studies reviewed by Schwab, Olian-Gottlieb and 
Henneman (1979), only one explored the expectancy theory- 
job performance relationship among salespeople. In that 
study, Reinharth (1972) manipulated and tested seventy- 
two versions of the expectancy theory model on job 
performance. The results yielded motivation-performance 
correlations ranging from r = .18 to r = .21.
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In three other studies not reviewed by Schwab et al. 
(1979), results, were equally disappointing. Sheridan 
(1974) found the correlation between motivation and a 
composite measure of performance to be only .14. 
Similarly, Oliver (1974) found in his study of insurance 
salespeople the explained variance was only .12. Like­
wise, Churchill et al. (1978) reported a correlation of 
only .20 between motivation and performance of industrial 
salespeople.
As the body of empirical literature on expectancy 
theory has proliferated, so have criticisms of the 
theory. While the abundance of empirical evidence 
questions expectancy theory, the major fault as proposed 
by reviewers (Campbell and Pritchard, 1976; Conolly, 
1976; House, Shapiro, and Wahba, 1974; Mitchell and 
Biglan, 1971) is that of methodological shortcomings, 
primarily variable operationalizations.
Schwab et al. (1979) suggest that the primary goal 
of research on expectancy theory is to aim at increasing 
the theory's ability to predict performance. The focal 
point of such research is to increase variance explained. 
Other reviewers have generally made similar suggestions 
regarding the measurement of the constructs specified in 
the theory. These suggestions, however, in every case 
have been on causal assessments of previous research; 
that is, none of the reviews have empirically determined
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if variance explained differs as a function of measure­
ment procedure used.
Need Deficiency
The theory of need deficiency, many times referred
to as need achievement, proposes that individuals attempt 
to either overcome deficiencies, or achieve particular 
outcomes based on the value they perceive in the object, 
events, or activities required to produce a particular 
end result. The value one places on these things is, in 
turn, largely a function of social background, cultural 
conditions, or religious background.
Korman summarizes the rationale behind the theory as 
follows:
1. Individuals differ in the degree to which they
find achievement a satisfying experience.
2. Individuals with a high need for achievement
(nAch) tend to prefer the following situations
and will work harder in them than individuals of 
low nAch:
a. Situations of moderate risk— the rationale 
for this is that feelings of achievement 
will be minimal in cases of little risk and 
achievement will probably not occur in cases 
of great risk.
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b. Situations in which knowledge of results is 
provided— the rationale for this is that a 
person with a high achievement motive will 
want ’to know whether he has achieved or not.
c. Situations in which individual responsi­
bility is provided— the rationale here is 
that a person oriented toward achievement 
will want to make sure that he, and not 
somebody else, gets the credit for it.
3. Since the business entrepreneurial role has the 
characteristics outlined in 2a, b, and c,
individuals of high need for achievement will be 
attracted to the entrepreneurial role as a
lifetime occupation.
Some researchers have differentiated between intrin­
sic and extrinsic motivation related to the need- 
deficiencv theory. Staw (1975), for example, defines the 
concepts as follows: "while extrinsic motivation
emphasizes the value an individual places on the ends of
an action and the probability of reaching these ends,
intrinsic motivation refers to the pleasure or value 
associated with the activity itself." Deci (1975) pro­
vides additional insights in his definition of intrinsic 
motivation:
Intrinsically motivated behaviors are ones that 
are involved with the human need for being 
competent and self-determining. This motivation
is innate and motivates such things as play, 
exploration, and the development of cognitive 
structures . . .
Further,, intrinsically motivated behaviors 
fall into two general classes. The first class 
is behavior that people engage in to seek out 
optimally challenging situations. These 
challenges can be thought of as involving an 
incongruity, or discrepancy, between a stimulus, 
input and some standard of comparison. The 
second class is benavior that aims to conquer 
the challenge or reduce the incongruity. In 
other words, people are involved in an ongoing 
process of seeking and conquering challenges. 
They attempt to conquer challenges (or reduce 
incongruities) when they encounter them, and 
when there are no challenges available for them 
to conquer, they seek or create them.
Intrinsic motivation can be distinguished 
further from extrinsic motivation by noting 
that intrinsic motives are based in the 
physiology of the central nervous system and 
have not appreciable effect on non-nervous 
system tissues. (pp. 131-132)
Additionally, organization behavior researches and 
psychologists draw a distinction between extrinsic and 
intrinsic rewards and the corresponding types of motiva­
tion (c.f., Notz, 1975; Deci, 1975), Although the dis­
tinction between extrinsic and intrinsic rewards is not 
often clear, most researchers define the former as 
rewards such as pay, fringe benefits, and promotions 
which "provide satisfaction that is independent of the 
actual activity itself and because they are controlled by 
someone other than the employee" (Notz, 1975, p. 884). 
Intrinsic rewards, on the other hand, are "those over 
which the employee has a high degree of self-control and 
that are an integral part of the work activitv itself"
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(Notz, 1975, p. 884). Trying to define a thing as 
extrinsic or intrinsic, however, runs into conceptual 
difficulties. Anything may be extrinsic or intrinsic
(from the subjective viewpoint of the individual) 
depending on the previous experience or present meaning 
attached to that thing by the person. To classify some 
things or entities a priori as being intrinsic or 
extrinsic (as some researchers do) is to thwart the
meaning or intent of the person experiencing the thing. 
Furthermore, from a philosophy of science viewpoint, it 
is fallacious to define an extrinsic reward as
"independent of the actual activity" and an intrinsic one 
as an "integral part of the work activity itself" unless 
one specifies what is meant by "independent" and
"integral part."
Deci (1975, p. 136) indicates that "when behavior is 
intrinsically motivated, the perceived locus of causality 
is said to be internal ... however, when they receive 
extrinsic rewards, their perceived locus of causality 
becomes external and they do the behaviors only if they 
believe that the extrinsic rewards will be forthcoming.
In their early work, Atkinson and Feather (1966) 
suggested that two kinds of people can be identified: 
those for whom the need to achieve is greater than the 
fear of failure and those for whom the fear of failure is 
greater than the need to achieve. Each type of
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individual is hypothesized to act differently depending 
on the condition at hand. The former type of person is 
motivated to achieve, while the latter is motivated to 
avoid failure. Further, behavior is specified to be a 
function of motive x probability of task success x 
incentive of task success in a model similar to the 
expectancy-value approaches. In more recent work, 
Atkinson has viewed motivation from a cognitive stand­
point in what he terms "the dynamics of action" (c.f., 
Atkinson and Birch, 1970; Birch, Atkinson, and Bongort, 
1974). The approach is largely heuristic and predictive 
in orientation, however, since it focuses on the descrip­
tion of behavioral sequences (c.f., Sears, 1974).
Achievement motivation has also been tested in the 
work situation using how hard a person works (job effort) 
as its measure. Porter and Lawler (1968), for example, 
found that correlations between global measures of job 
effort and performance were r = .47 and .59 for self and 
supervisor ratings, respectively. Similarly, Williams 
and Seiler (1973), using multitrait-multimethod and 
multitrait-multirater approaches, found that "global 
effort and global performance ratings correlated .48 and 
.60 for self and superior ratings, respectively."
The final research tradition employing a need 
achievement orientation is. that due to Murray (1938). 
Murray posited a need-press model of behavior. Needs
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were thought to be dispositional constructs intervening 
between stimuli and responses. They express a tendency 
for action of a particular kind and must be inferred from 
behavior. Press, in contrast, consists of two forms; 
alpha press and beta press. The alpha press refers to 
aspects of the physical environment as it exists in some 
"real" sense, while beta press denotes the perceived 
environmental situation. Although Murray hypothesized a 
mutual interaction between needs and press, he parti­
cularly stressed the role of the situation:
Since, at every moment, an organism is within 
an environment which largely determines its 
behavior, and since the environment changes—  
sometimes with radical abruptness— the conduct 
of an individual cannot be formulated without a 
characterization of each confronting situation, 
physical and social. It is important to define 
the environment since two organisms may behave 
differently only because they are, by chance, 
encountering different conditions. . . . For
these reasons, the organism and its milieu must 
be considered together, a single creature 
environment interaction being a convenient 
short unit for psychology. (Murray, 1938, pp.
39-40)
Stern (1970) discussed ways to operationalize needs and 
press in terms of Murray's definitions. In the typical 
need achievement study in organization, individuals are 
asked to indicate their evaluation of certain stimuli 
associated with work (e.g., intrinsic or extrinsic 
aspects of the job.) These evaluations are then cor­
related or regressed on performance, satisfaction, or 
similar data. In addition to the measures of need
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achievement discussed above, various scales have been 
developed such as the Lynn Achievement Motivation 
Questionnaire (Iwawaki and Lynn, 1972). Hines (1973) 
found that those scoring higher on this index were also 
those leaving their jobs more often.
The approach to motivation in this proposed research 
contains elements of both need achievement and expectancy 
theory. In particular, the subjective reports of sales­
people will be used to identify the idiographic affect 
associated with a wide spectrum of tangible and 
intangible work rewards as well as certain ambitions. 
Next, perceptions of how well the job actually provides 
specific rewards are taken. Finally, certain effective 
and cognitive relations will be modelled between motiva­
tion (and as defined by expectancy theory) and actual 
performance.
CHAPTER 3
THE PROPOSED MODEL AND RESEARCH HYPOTHESES
Based on the theories and research considered in the 
previous chapter there appears to be little that can be 
said with certainty about the motivation-performance 
relationship, Fisher (1980), after reviewing the 
relevant literature in the area, came to the following 
conclusion: "The relationship between motivation and
performance appears to have some intrinsic appeal and may 
be worth further study. However, those who undertake to 
study it should understand in advance the type of rela­
tionship they are seeking— one between a general attitude 
and a specific behavior" (p. 611). She provided several 
guidelines for researchers attempting additional inves­
tigations in this area. First, researchers should not 
look for consistency between motivation and performance 
at a point in time. The pattern of behavior is the key 
consideration, and thus performance over time is the 
important variable for consideration. Researchers must 
also be cognizant of the fact that many factors affect 
performance, and thus the fit between the two variables 
will not be a perfect one. The impact of these other
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variables on the relationship must be considered. 
Finally, it is recommended that the performance measure 
used be specific to the job and include job facets 
relevant for the particular situation. Fisher concludes 
that research which employs these guidelines "may help 
clarify the confused and inconsistent results of past 
studies in which no thought was given to these factors" 
(p. 611) .
Due to the level of conflict and confusion which 
exists in the motivation-performance area, and based on 
research findings in several related areas, a model will 
be developed which identifies hypothesized relationships 
between the variables involved. The components of this 
model will be developed in the next section.
A Model of Retail Salespeople Performance
This section attempts to outline the conceptual 
model designed to explain performance behavior of retail 
salespeople. The discussion is organized through the 
essential variables of the framework. However, since the 
model is structural in nature, the relationships between 
variables in the model are as important as the variables 
themselves. The structure is that of a patterned, 
systematic arrangement of variables and connection of 
variables. Additionally, an attempt will be made to
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relate the variables to each other in a cause/effect 
relationship,
The framework asserts that the performance behavior 
of retail salespeople is function of 1) individual 
characteristics, 2) interactions with consumers and 
management, and 3) elements of the work environment.
The fundamental variables in the framework are: the
performance of retail salespeople, need achievement, 
expectancies, instrumentalities, valences, personal 
characteristics, job satisfaction, self-worth, and locus 
of control. Operationalization of variables will follow 
in the next chapter.
Performance of the Retail Salesperson
The performance of the retail salesperson is the 
primary concept to be explained. As previously 
mentioned, previous research has paid little, if any, 
attention as to what constitutes the performance behavior 
of retail salespeople. The major objective of the 
proposed model will be to define retail salesperson 
performance based on a set of normative measures as well 
as personal aspects of retail labor.
Normative measures of performance are those deemed 
important by retail management. Previous research in the 
sales literature has been limited to coarse measures of
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total sales. In this research, an attempt was made to 
describe specific performance indicants which better 
reflect the efforts, abilities, and interests of the 
retail salesperson. Based on focus group interviews with 
selected retail managers, it was suggested that the 
performance construct include measures of customer 
service, stock-keeping, sales ability, sales support, and 
merchandise handling. (For a more detailed description 
of this procedure please consult Chapter 4.)
The second group of performance indicants dealt with 
the more personal aspect of the retail salesperson. 
Retail salespeople as well as retail management are 
increasingly becoming concerned with the non-material, 
subjective outcomes of their work experiences. An 
attempt was made to model these outcomes as they are 
experienced through individual expressions of instru­
mentalities, valences, personal characteristics, and 
elements of job satisfaction as they relate to the work 
situation.
Expectancies
Expectancies are defined as anticipated judgments or 
estimates that an individual's actions and/or efforts 
will be successful, rewarded, or lead to accomplishments. 
Expectancies are cognitive evaluations of the
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relationship between one's actions and the course and 
outcomes of events in a particular situation. These 
cognitive evaluations may range from no relationship 
(events are beyond one's^ control) or to a positive 
relationship (one has total control over events). 
Expectancies differ considerably from person to person, 
because not only do the abilities of people differ, but 
their perceptions and understanding of events differ. 
Additionally, expectancies are credited with the ability 
to influence behavior:
The need for the expectancy construct as a 
person variable becomes evident . . . when one
considers individual differences in response to 
the same situational contingencies due to the 
different expectancies that each person brings 
to the situation. An expectancy construct is 
justified by the fact that the person’s 
expectancies (inferred from statements) may not 
be in agreement with the objective contingen­
cies in the situation. Yet behavior may be 
generated in light of such expectancies, as 
seen, for example, in any verbal conditioning 
study when a subject says plural nouns on the 
erroneous hypothesis that the experimenter is 
reinforcing them (Mischel, 1973, p. 269).
This expectancy component of motivation has received
considerable testing across a variety of non-marketing
occupations (Lawler, 1968; Porter and Lawler, 1968;
Nebker and Mitchell, 1974; Oliver, 1974). Considerable
support for the component can also be found among
industrial sales people (Churchill, Ford, and Walker,
1976; Galbriath and Cummings, 1967; Korman, 1971). Yet a
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limited amount of research is available concerning
application of the component to retail sales.
The rationale or mechanism behind the relation
between expectancies and cognitive processes might be
summarized as follows:
. . . to maintain a generalized expectancy of
internal control should require some modicum of 
success at steering oneself around obstacles 
and toward desired ends. A number of 
invalidations, or negative reinforcements, 
should serve to increase self-doubts and 
consequently lead to increasing external 
control experiences. Such self-direction 
should entail more active cognitive processing 
of information relevant to the attainment of 
valued ends, and should be reflected in the 
types of cognitive strategies that come to 
characterize the person (Lefcourt, 1972, p. 8).
Locus of Control
Locus of control has also been related to achieve­
ment behavior in a considerable number of studies. In 
general, the greater the internal control of reinforce­
ments, the greater the achievement. Most of these 
studies have been conducted in school settings with 
achievement measured by grade-point averages, achievement 
test scores, and various classroom behaviors. It has 
also been found that those high in internal control are 
those that are more likely to take actions to confront 
any difficulties that they may have, and these individ­
uals typically adjust their behaviors more appropriately
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to the accumulating weight of experience (Lefcourt, 
1972) .
Ryckman, Gold, and Rodda (1971) investigated the 
effects of differences in locus of control, self-esteem, 
and initial task experience on confidence rating shifts 
and performance on anagram tasks. It was found, among 
other things, that internals were generally more con­
fident about their performances than were externals. 
Moreover, internals who were higher in self-esteem were 
more responsive to initial task experiences and performed 
more effectively.
In a field study of 900 employees of a public 
utility, Mitchell, Smyser, and Weed (1975) found that 
internals were more satisfied with intrinsic outcomes 
(t=6.76, pc.001), their job environment (t=3.25, pc.001), 
and extrinsic outcomes (t=1.79, p<.10) than externals.
In addition, internals had higher expectancy scores 
(t=6.48, pc.001), instrumentality scores (t=3.67,
p<.001), and control scores (t=2.61, p<.01) than
externals. The authors concluded that "internals believe 
that working hard is more likely to lead to good per­
formance, that good performance is more likely to lead to 
other rewards, and that they have more control over how 
they spend their time on the job than do externals. In 
general, the work environment appears more random to 
externals than to internals" (p. 628). Bagozzi (1981)
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found a similar relationship existing between locus of 
control and job satisfaction of industrial salespeople. 
Bagozzi hypothesized that salespeople high in internal 
control were more skilled in manipulating their environ­
ment, and as a result were more satisfied with job 
related accomplishment.
Based on the theory and research up to this point, 
one would hypothesize that the greater the internal 
control, the greater the performance of a retail sales­
person. It is perceived that structural relationships 
will become more complex, giving various interactions, 
when instrumentalities, valences, and motivation are
introduced into the framework.
Instrumentalities
The concept of instrumentality suggests that
behavior is in part caused by an individual's expec­
tations that a given behavior will lead to some outcome 
or achievement of a particular goal. Instrumentalities 
are generally viewed as the link between behaviors and 
outcomes, where the instrumentality {link) refers to an 
internal, organismic process that prescribes a level of 
behavior to achieve an outcome. In short, instru­
mentalities are perceived correlations between behavior 
and outcomes.
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Various research efforts have attempted to explain 
instrumentalities by way of a consistency theory
perspective. Based on ihe theory of psychological 
balance, Korman (1970) proposed that workers will be 
motivated at a particular level on the job which is. 
consistent with their self-image. "All things being 
equal individuals will engage in and find satisfying 
levels of behavioral roles which maximize or is com­
parable to their sense of cognitive balance or
consistency" (Korman, 1976, p. 51). An individual who 
sees himself as having a satisfactory level of ability 
will attempt to produce at a level consistent with their 
perceived ability. For the person with a low
self-concept, success is seen as creating an imbalance, 
while failure creates a situation consistent with this 
individual's feelings of inadequacy (Dipboye, et al., 
1979).
Several factors have been reported to have an impact 
on a salesperson's instrumentality estimates. One factor 
which has received considerable attention is the 
compensation plan of the firm. Research indicates that 
an important consideration relating to instrumentalities, 
and job satisfaction in general, is the type of reward 
system utilized by the company (Cherrington, Reitz, and 
Scott, 1971). Salespeople who are rewarded on a 
commission basis are hypothesized as perceiving greater
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probability of attaining more pay if improvement occurs 
on performance directly related to sales volume, than the 
salesperson compensated by straight salary (Churchill, 
Ford, and Walker, 1977). The salaried salesperson is 
more likely to perceive a greater probability of 
increased pay when improvement occurs on non-sales 
related performance dimensions (reducing expenses, 
administration duties, consumer support).
In addition to pay, there are other factors which 
can be used to reward a salesperson. Promotion, recog­
nition, and accomplishment on the job are factors that a 
salesperson may value more highly than an increase in 
pay. Recent evidence indicates that performance feedback 
in the .form of recognition, promotion, accomplishment, 
and self development were positively related to job 
satisfaction of both non-selling employees and industrial 
salespeople (Teas, Wacker, and Hughes, 1979). Due to the 
non-selling nature of retail sales, and the predominant 
use of a straight salary form of compensation, one may 
expect higher perceived probabilities being attached to 
such non-financial incentives.
Many researchers suggest that psychological 
characteristics can also influence the magnitude of 
instrumentality estimates among individuals. Rotter 
(1961) and Lawler (1970) suggests that an individual's 
perception of whether he has internal control over events
52
in his life or whether those events are controlled by 
external forces can influence instrumentalities. Teas 
(1982) found that internal orientation was positively 
related to magnitude of instrumentalities. Teas (1982) 
further hypothesized that internal-control-oriented 
individuals perceive stronger linkages between 
performance, rewards, and overall satisfaction with their 
jobs.
Self Worth
Self-worth has been defined loosely as a perception
of one's own self-esteem (Coppersmith, 1967). Korman
(1970) identified three sources of self-esteem (chronic,
task-specific, and socially influenced). The author
posits that all three sources of self-worth function to
determine an individual's level of "self-perceived
competence and ability for a task at hand." Korman
further hypothesized that self-worth directly influenced
the level of performance at which an individual would
operate. The manner in which this occurs is postulated
by consistency theory:
Individuals will be motivated to perform on a 
task or job in a manner which is consistent 
with the self-image with which they approach 
the task or job situation. That is, to the 
extent that their self-concept concerning the 
job or task situation requires effective 
performance in order to result in "consistent" 
cognitions, then, to that extent, they will be
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motivated to engage in effective levels of 
performance (Korman, 1970, p. 32).
Thus, one would expect those high in self-worth to 
perform at a higher level.
Greenhaus and Gadin (1974) tested the impact of 
Korman's three sources of self-worth on level of task 
performance. The authors found only task specific 
self-esteem to be significantly related to task per­
formance (r=.31, p<.01).
Assessing the implications of their findings the 
researchers state, "Assuming that the possession of 
relevant abilities is at least moderately related to 
task-specific self-esteem, effective selection, clas­
sification, and training systems can generate a work 
force with a relatively high degree of self-perceived 
competence" (p. 726) . In the sales management area,
Bagozzi (1980) also found the task-specific aspect of 
self-esteem to have a significant impact on the level of 
performance achieved by industrial salespeople.
Greenhaus and Gadin (1974) also tested the 
hypothesis that self-worth acts as a moderator of the 
relationship between performance behavior and outcome 
satisfaction. The authors predictions were as follows: 
For the high self-esteem persons, "the better the 
performance, the greater the balance with their self- 
concept of competence, and therefore the more
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satisfaction with the outcome." On the other hand, 
"because success and competence are not central to the 
self-concept of low self-esteem persons, their task 
performance should not have an important impact on their 
satisfaction. The low self-esteem person may derive 
satisfaction from factors other than effective 
performance" (Greenhaus and Gadin, 1974, p. 723). The 
logic behind the second relation is the following:
Since it is assumed that individuals seek 
outcomes that are in balance with their 
self-concept, high self-esteem persons will be 
motivated to achieve a high level of
performance on a subsequent task regardless of 
their satisfaction with a prior task. 
Considering what has been said about how 
performance affects satisfaction for high 
self-esteem persons, we can expect the high 
self-esteem person who is satisfied with a task 
(primarily resulting from good performance) to 
continue to perform well on a second task and 
the high self-esteem person who is dissatisfied 
with a task (primarily resulting from poor 
performance) to improve his performance on a 
second task to a level about equal to that of 
the satisfied high self-esteem person.
For low self-esteem persons, however, 
dissatisfaction is presumed to result in the 
stereotypically poor performance of the 
disgruntled employee.... Therefore, we would 
expect a decrease in the performance of 
dissatisfied low self-esteem persons and no 
change in the performance of satisfied low 
self-esteem persons, that is, a positive 
correlation between satisfaction and per­
formance (Greenhaus and Gadin, 1974, p. 723) .
Based on the theory and research up to this point,
one may logically assume that retail salespeople with
high self-esteem are likely to be higher performers. The
logic is such that high self-esteem individuals have a
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higher decree of perceived competence, thereby, having 
higher perceived correlations between performance 
behavior and desired outcomes.
Valences
Valences refer conceptually to the satisfaction, 
indifference, or dissatisfaction felt from the antici­
pation of obtaining a particular outcome. In the present 
context valences are conceptually defined as the 
desirability felt from obtaining a particular reward 
resulting from some performance dimension. Two broad 
categories of valences exist: intrinsic and internally
mediated rewards, and extrinsic or externally mediated 
rewards.
Role of Extrinsic Rewards
Extrinsic rewards, notably pay and promotion, have 
long been the integral components of compensation plans 
for nearly all jobs. These rewards are, "external to the 
job, but in the context of the job" (Greene and Craft, 
1977, p. 195) . Examples include pay, fringe benefits, 
job security, working conditions, recognition, and 
status. The key element which distinguishes extrinsic 
rewards is the reliance of the employee on some other 
entity, supervisor, other employees, or the organization, 
to bestow these rewards.
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Extrinsic rewards generally relate to the satis­
faction of lower-order needs (Maslow, 1955). The value 
of these extrinsic rewards will be influenced by the 
individual's drive to satisfy these needs (Greene and 
Craft, 1977). As the reward level for extrinsic factors 
increases, it is believed that the importance which an 
employee attaches to these aspects of the job decreases.
After assessing the available research on com­
pensation and incentive plans, Walker, Churchill, and 
Ford (1977) came to the conclusion that most of the work 
is based on two assumptions: first, monetary rewards are
the primary motivator of salespeople, and second, the pay 
package is the basic motivator with other financial 
incentives performing a lesser role. They go on to state 
that there is very little empirical support to back up 
these assumptions, with the available data consisting 
mostly of surveys which have relied on the opinions of 
sales managers.
One piece of research which had substantial impact 
in this area was conducted by Haring and Myers (1953). 
Their findings indicated that a majority of sales 
managers ranked the basic compensation package as the 
primary motivator of salesmen. Oliver (1974) stated that 
undue emphasis has been placed on the results of this one 
study. He questions the findings on several bases, 
including the fact that sales managers were asked to make
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inferences about the effectiveness of the various 
motivators for their subordinates. Studies by Lawler
(1971) and Opsahl and Dunnette (1966) are cited as 
indicating that, "Managers typically overemphasize the 
importance of pay" (Oliver, 1974, p. 243). Oliver goes
* m
on to question the findings based on the lack of any 
indication as to the validity of the Haring and Myers 
measurement instrument.
A study by Darmon (1974) concerning "Salesmen's 
Response to Financial Incentives" proposed that a firm's 
sales compensation program can fulfill three major 
functions: remunerating the salesmen for work performed,
inducing representatives to. devote the maximum possible 
effort to their tasks, and to direct the salesmen's 
efforts in a way that corporate objectives may be 
achieved. Darmon admits the exploratory nature of 
studies in this area, proclaiming a dearth of knowledge 
on salesmen's behavior. The findings indicated that 
salesmen determine the level of income that they desire, 
and then adjust their level of effort to achieve this 
chosen figure. Once this total is realized, the level of 
effort expended tends to fall off. Darmon concluded that 
the effects of financial incentives are not necessarily 
those which have long been assumed by marketing 
practitioners and theorists.
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The amount of monetary compensation a worker 
receives, and its relationship to the importance of, and 
satisfaction with, pay is an aspect of extrinsic rewards 
that is receiving increased attention. After an 
extensive literature review Lawler (1971) concluded there 
is a negative relationship between a worker's valence for 
pay and their satisfaction with it. A positive 
relationship was indicated between pay level and 
performance, with a negative relationship between pay 
level and valence. Based on these findings, Churchill 
and Pecotich (1982) proposed that pay can serve as a 
motivating influence for new salespeople, but "as good 
performance is reinforced with pay, raises, bonuses, or 
commissions it could be expected that the salesperson's 
satisfaction with pay would increase. This in turn would 
lead to decreased valence for pay and pay would no longer 
serve the motivating role it previously did" (p. 115).
Churchill and Pecotich (1982) attempted to test 
these propositions on salespeople and found them to be 
only partially supported. Lower valence for pay was 
associated with greater satisfaction with pay for the 40 
service sales representatives in the study. This 
finding, which was inconsistent with previous research 
and theory, indicated that higher pay levels were 
associated with less satisfaction with pay. Previous 
research has indicated that if satisfaction is to be
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enhanced, the amount of pay given must be perceived as 
being consistent with performance levels (Lawler, 1971). 
Churchill and Pecotich pointed out that for the sample 
under study, pay raises were viewedl by the salesforce as 
being doled out in a "capricious" manner. The level of 
pay was also perceived as being "out of line with respect 
to other firms in the industry" (p. 121) . Due to these 
limitations, the results may in fact lend some support to 
Lawler's theory of pay satisfaction.
Lawler (1981) cites several positive aspects derived 
from basing an employee's pay? and other extrinsic 
rewards, on the job performance of that individual. With 
regard to recruiting, achievement-oriented individuals 
are more likely to be attracted to organizations that 
utilize a contingent reward system. Workers possessing 
such an orientation are considered attractive by most 
organizations. From an equity perspective, workers who 
produce greater outputs expect to obtain higher reward 
levels than less-productive workers. Failure to provide 
larger rewards to more productive workers may cost the 
organization these valued employees. Under noncontingent 
reward systems leaving becomes attractive to higher 
performers, while remaining on the job is appealing to 
individuals with output levels below the norm. A final 
plus for contingent rewards is an indication that workers 
are more satisfied with their pay when they see it as
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being tied to their performance. Futrell et al. (1976) 
showed that tying rewards to performance for salespeople 
will have a positive effect on both the attitude and 
effort of the individuals. Lawler (1981) does caution
that not all situations lend themselves to contingent 
rewards systems and implementation of such a system where 
there are problems in tying pay to performance can have 
strong negative effects.
Porter and Lawler (1968) saw reward contingency as 
an important factor in the development of their model. 
Research by Cherrington, Reitz and Scott (1971) showed 
that the very nature of the motivation-performance
relationship hinges on the type of reward system 
employed. Their results indicated that when rewards were 
awarded in accordance with task performance
(appropriately rewarded) there was a significant and 
positive correlation between motivation and job 
performance. Use of an "inappropriate" reward system 
(high productivity-low reward) again produced a sig­
nificant correlation between motivation measures on 
performance, but in this instance the value was negative. 
A salary program (rewards not tied to performance)
produced no correlation between the two variables. These 
results point out the importance of considering the 
reward program in evaluating studies of the relationship 
between extrinsic job satisfaction and job performance.
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Recent research on extrinsic rewards has pointed out 
the type of role these components play for both the 
organization and the worker. Reward systems and levels 
have a definite impact on whether or not an individual 
will join an organization, and once employed, they 
influence the employee's decision on whether or not to go 
to work on a particular day. They also have an impact on 
the decision to quit a job (Lawler, 1981) . A literature 
review conducted by Porter and Steers (1973) resulted in 
the finding of nearly universal support for the 
proposition that low pay and the lack of promotional 
opportunities are the foremost causes identified by
workers for leaving an organization. After examining the 
available literature in some depth it was proposed that 
the critical factor is not the actual level of these job 
factors, but the degree to which expectations are 
realized or satisfied. A more recent review by Mobley et 
al. (1979) found the correlation between overall job 
satisfaction and turnover to be significant and negative, 
yet consistently accounting for less than 14% of the
variance. A possible reason for such a low figure is the 
use of overall, as opposed to just extrinsic,
satisfaction measures.
While turnover is a topic of great concern for
management, and an area which has received substantial 
consideration in the literature, such is not the case for
absenteeism. One reason cited for the lack of attention 
in this area is an inability for managers and researchers 
to distinguish avoidable from unavoidable absenteeism 
(Porter and Steers, 1973). Reviews by March and Simon 
(1958), Kilbridge (1961), and Waters and Poach (1971) 
produced conflicting evidence as to the similarities 
present between the causes of absenteeism and turnover. 
Porter and Steers (1973) proposed that it is unsatisfied 
expectations which influence both results. However, the 
level of dissatisfaction which results in a turnover is 
probably greater than that which leads to absenteeism. 
This assumption is based on the costs to the employees of 
each course of action.
Based on the literature one must question whether
the role given to extrinsic rewards as true motivators is 
appropriate. Certainly, the area is an important one for 
further investigation to determine if pay, promotion, and 
other extrinsic rewards are truly incentives, or if they 
play a different, but still important, role.
Role of Intrinsic Rewards
Intrinsic rewards are those which an individual 
largely attains for himself and they are related to 
higher order human needs. Intrinsic rewards include
feelings of accomplishment, personal growth, career
development, self-worth, etc. Research in the area
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suggests that as individuals become satisfied with lower 
order extrinsic rewards, the desirability placed on 
additional attainment of these t rewards decreases. 
Because of this negative relationship, the value of 
intrinsic rewards becomes more prominent.
Opshal and Dunnette (1966) suggest that the rela­
tionship between extrinsic and intrinsic rewards is one 
of replacement. Simply stated, the valence of intrinsic 
rewards increases as satisfaction with extrinsic rewards 
decreases. Churchill, Ford, and Walker (1977) found this 
relationship to be significant among a group of 
industrial salespeople. Individuals who were highly 
satisfied with extrinsic rewards had reduced valences for 
these rewards. As valences of extrinsic rewards 
declined, valences of intrinsic rewards increased.
Empirical research exploring the relationship 
between valences of intrinsic and extrinsic reward 
concentrates primarily on demographic characteristics of 
individuals.
Time on the job and various aspects of reward 
satisfaction has been the topic of several studies. 
Controlling for job level, Morse (1953) found extrinsic 
satisfaction decreased with tenure, while Hulin and Smith
(1965) reported a slightly positive relationship between 
the variables.
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The basic orientation of the worker does appear to 
change over time. Saleh (1964) and Friedlander (1966) 
both indicated that as tenure increases the intrinsic 
dimension of rewards are of greater concern to the
workers. A potential explanation for this phenomenon is 
that as years on the job increase the availability of 
extrinsic rewards, especially promotion, are reduced, 
thus the worker begins to concentrate on the intrinsic 
dimensions.
Regarding age to valences, research indicates that 
as workers grow older their orientation changes from one
of concern with extrinsic factors to a focus on the
intrinsic reward dimensions (Saleh, 1964; Friedlander, 
1966; Wernimont, 1966). Examining the valence of pay in 
particular, Oliver (1977) found employee tenure has a 
negative relationship to the variable. Saleh (1964) 
explained this phenomenon on the basis that as one grows 
older extrinsic rewards lose importance, so one looks to 
those areas where satisfaction can still be found. 
Friedlander (1966) stated that the social environment in 
particular increases in importance as the worker ages.
Several studies have looked at the relationship
between salespeople's educational level and various 
aspects of reward valences. Research by Saleh and Hyde
(1966) supports the analysis of Herzberg et al. (1957) 
that intrinsic rewards are more important to employees
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with more formal education. Saleh and Hyde did not 
control for the employee's job level and concluded that 
less educated workers have a lower probability of holding 
positions rewarded by intrinsic rewards.
Investigations of the relationship between satis­
faction with pay and the employee's level of education 
has been the topic of several research efforts. Klein 
and Maher (1966), holding pay level constant, found 
education and pay satisfaction to be related strongly in 
a negative fashion for first-level managers. An earlier 
study by Centers and Cantril (1946), which also 
controlled for pay level, found education and pay 
satisfaction to be unrelated for workers at all occu­
pational levels. Surveying various managerial levels, 
Andrews and Henry (1963) also found the relationship to 
be insignificant, except for the finding that managers 
with post-graduate training had the lowest level of pay 
satisfaction.
Shapiro and Stern (1975) conducted a study of sex 
differences in the satisfaction level of professional and 
nonprofessional employees. Women in the professional 
group were identified as being less satisfied on both the 
intrinsic and extrinsic dimensions of rewards. A study 
conducted by Weaver (1974) produced similar results.
Three early studies (Morse, 1953; Hulin and Smith, 
1964; and Stockford and Kunze, 1950) showed female
workers to be more satisfied than men with their pay. 
These studies did not control for other variables such as 
pay level and position. Lawler (1971) proposed that the 
basis of such results may be due to a perception that 
being male is a greater job input than being female. 
Whether this perception still holds is subject to 
question. The study by Busch and Bush (1978) found women 
to be less satisfied than men with regard to their pay, 
work, promotion, co-workers, supervision, and customers. 
While none cf these differences were statistically 
significant, they were all in a consistent direction.
There is an indication that the gender of a worker 
may also influence their reward valence. Saleh and Hyde 
(1969) conducted a survey that showed a greater 
percentage of men are intrinsically oriented as compared 
to women. The study did not control for other factors, 
such as organizational level, which might influence the 
employee's orientation. Saleh and Hyde indicated that 
the males in the study averaged higher level jobs than 
the females, thus their jobs had higher potential for 
providing intrinsic components. Whether there is a 
difference in the satisfaction orientation of men and 
women at equal job levels today is an area needing 
further research.
Theory and empirical research on reward valences 
suggest a hypothesized relationship existing between
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extrinsic and intrinsic rewards. Primarily, as one’s 
satisfaction with extrinsic rewards begins to decline, 
satisfaction of intrinsic rewards beings to increase. 
Although some controversy exists, demographic charac­
teristics (age, sex, tenure) have been studied to explore 
the relationship among reward valences.
One could hypothesize a general relationship 
existing between reward valences and motivation to 
perform efficiently. That is, certain workers, 
demographically speaking, will exhibit greater per­
formance behavior when that behavior is tied to the 
appropriate reward system (i.e., either increased 
extrinsic or intrinsic rewards).
Need Deficiency
Although considerable attention has been placed on 
need deficiency (need achievement) in Chapter 2, a brief 
summary of the construct and its relation to performance 
behavior is deemed necessary at this point.
Need achievement suggests that a "motive" is a label 
referring to a particular class of incentives or rewards. 
Motives are behavior predispositions, or learned 
tendencies, which operate when aroused by an incentive or 
reward. The theory is one of task behavior based upon 
two primary motives: 1) the need to achieve, and 2) the
fear of failure (McCelland, 1951). Need for achievement
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is a predisposition to strive for success, and fear of 
failure is a predisposition toward minimization of 
failure.
The framework holds that an individual's motivation 
to perform a given task is the function of:
1) The strength of the individuals need to achieve
2) The subjective estimate that the task can be 
successfully completed.
The framework suggests that individuals who have a low 
need for achievement will exhibit the greatest effort on 
tasks where success is viewed as almost certain. 
Individuals with a high need for achievement will exhibit 
greater effort on tasks were success is viewed as only 
moderate.
The framework resembles that of an expectancy
paradigm, and does suggest two important modifications:
1) An hypothesized interaction between personal 
characteristics and reward valences.
2) The suggestion of an interaction between 
success of outcomes and valence of outcomes.
These assumptions differ in respect to expectancy theory 
in that expectancies and valences are viewed as
independent constructs.
Meed achievement provides for several hypothesized
relationships existing between motivation and performance 
of retail salespeople. Firstly, retail salespeople
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exhibiting high need for achievement should also have 
higher valences for intrinsic rewards. Additionally, 
retail salespeople with high needs for achievement should 
also exhibit a high degree of internal control based upon 
the interaction between success of outcomes and 
performance as delineated by expectancies.
Job Satisfaction
Satisfaction has been viewed from many different 
perspectives. Lawler (1973) states, "No well developed 
theories of satisfaction have appeared and little 
theoretically based research has been done on satis­
faction" (p. 61) . Drive theory perceives satisfaction
and cessation of behavior as being due to the satiation 
of primary drives (Thorndike, 1911). Maslow (1943) took 
a different perspective in seeing satisfaction as a 
psychological feeling of contentedness and not satiation 
of a physiological nature. Lawler (1973) stated that 
most of the job satisfaction research has approached the 
topic by examining attitudes people have toward their 
job. There has been a good deal of controversy in the 
literature over what job satisfaction entails. Schwab 
and Cummings (1970) proposed that much of the controversy 
is the result of numerous definitions of the satisfaction 
construct. A narrow definition leads to need deprivation
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being the issue of concern, while a broader context 
results in more of an attitudinal perspective.
The conventional approach to job satisfaction 
defines the concept as an all-encompassing feeling an 
individual has with regard to both the job-related and
• m
environment-related aspects of the position (Bookman, 
1971), A feeling of neutrality occupies the point on the 
scale midway between positive feelings, or job 
satisfaction, axiu negative feelings, known as job 
dissatisfaction.
Lawler (1973) indicted that four major approaches to 
job satisfaction can be distilled from the literature on 
the topic: fulfillment theory, .discrepancy theory,
equity theory, and two-factor theory. His article 
provides an important synthesis of the published work in 
the job satisfaction area, and it has been used 
extensively in addressing these four theories in this 
review.
Fulfillment theory places the emphasis on a worker's 
evaluation of job-related outcomes. According to 
fulfillment theory, satisfaction is determined by how 
much of a given job-related outcome the person receives. 
A key concern when this perspective is used is how should 
the satisfaction components be weighed. Lawler (1973) 
stated that this concern points out a key weakness in
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fulfillment theory, that being individual differences in 
evaluating the levels of outcomes which are received.
According to Lawler (1973) discrepancy theory 
developed in an effort to account for individual dif­
ferences in evaluating job outcomes. He credits 
development of this perspective to Locke (1969) and 
Katzel (1964). Katzel (1964) stated that his version of 
the theory, "...attempts to link job satisfaction, 
incumbents' personal values, job environment, out-of-job 
environment, participation in and withdrawal from jobs 
and occupations, and job performance or achievement" (p. 
341) . He saw job satisfaction as based on the 
discrepancy between actual and optimal rewards, with both 
the magnitude and importance of the reward considered in 
the evaluation. Locke (1969) presents a similar approach 
with two important differences. Besides a basic 
difference in the weighting of individual discrepancy 
levels, the key issue is that while Katzel considered 
actual reward discrepancy levels, Locke viewed perceived 
discrepancies as the factor in an employee's 
determination of their satisfaction levels.
Taking an equity theory perspective on job satis­
faction aids in addressing an important area of confusion 
in discrepancy theory (Lawler, 1973). This confusion 
centers around how a worker develops the desired levels 
of job factors that arp then evaluated in a comparison
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with actual outcomes. Adams (1963, 1965) proposed that
satisfaction is evaluated by a person through comparing 
their perceived inputs to outcomes. At the heart of the 
theory is the idea that people seek a balance in this 
input-output relationship. If the rewards from an 
exchange (i.e., work situation) are perceived by the 
worker as exceeding the level of input provided by that 
individual, a feeling of guilt will result. If, however, 
the reward level is perceived as not measuring up to the 
quantity of inputs he/she believes they are providing, a 
feeling of being cheated develops. Adams (1963) states 
that the thresholds for feeling over-compensated and 
cheated are different, with employees being much more 
sensitive to the latter imbalance. The input-outcome 
ratio thus has a strong influence on the individual's job 
satisfaction.
In evaluating the fairness of a worker's input- 
outcome ratio, equity theory proposes that a key 
consideration is the level of the ratio for their 
"comparison other." This other individual is used to 
determine the person's own relative state. An imbalance 
in one's ratio will be tolerated provided that it is 
similar to the input-reward ratio for the other worker 
used for comparison. Other, while usually being another 
person, may be the worker himself/herself in another job 
situation (Adams, 1963). Thus a major consideration in
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determining the fairness of one’s efforts and rewards is 
a comparison with "another" worker considered to be in a 
similar type of situation by the person performing the 
evaluation.
The perspective taken by Herzberg, Peterson, and 
Capwell (1957) stimulated a great deal of discussion and 
research in the job satisfaction area. According to 
their two-factor theory, satisfaction and dissatisfaction 
do not exist on the same plane. There are several 
factors to be considered in evaluating a given work 
situation, some of which contribute to satisfaction 
(satisfiers) and others (hygiene factors) which are used 
to assess the level of dissatisfaction present.
Satisfiers, such as the work itself, responsibility, 
and potential for advancement are used to evaluate the 
work situation on a neutral to satisfied dimension. 
These factors are seen as intrinsic components of the 
job. The hygiene factors, which are perceived as being 
external to the job, include company policy and 
administration, salary, working conditions, supervision, 
and interpersonal relations, and are used to evaluate the 
level of dissatisfaction present in the work situation. 
Fluctuations in the level of extrinsic factors will have 
no impact on the employee's evaluation of job 
satisfaction, while changes in the perceived level of the
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intrinsic factors are not reflected in the determination 
of the level of dissatisfaction present.
Intrinsic Job Satisfaction
Before viewing what the research reveals, it will 
prove useful to examine job satisfaction in relation to 
behavior from a theoretical perspective. Job satis­
faction is primarily affective in content, and its 
relation to behavior parallels that of any emotion. 
Common sense as well as psychological research discloses 
that one’s emotions, at times, affect behavior and vice 
versa. The important questions to ask are how do 
emotions and behaviors affect each other and what are the 
salient relations in a particular sales situation for a 
specific individual. Since much of behavior involves 
elements of affect as well as elements of planning and 
purposefulness, it is also important to determine the 
balance of these in a particular contest. Although one 
might expect the work situation to reflect predominantly 
task goal-directed behaviors, people differ in their 
emotional behaviors and purposes, and these factors are 
related complexly to tangible performance outcomes and 
other factors. Since the framework in this dissertation 
models affective and purposeful behavior, an attempt will 
be made to view job satisfaction as it relates to per­
formance, need achievement motivation.
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Using a combination of cross-lagged and dynamic 
correlations in a longitudinal study, Wanous (1974a) 
found a "slightly positive" relation between satisfaction 
and performance. The inference of causal .direction in 
this study depends on whether one is looking at 
intrinsic or extrinsic satisfaction. For the 
cross-lagged analysis of extrinsic satisfaction and 
performance, the correlation between initial satisfaction 
and the delayed performance was r=.4Q (p<.05) indicating 
that satisfaction may affect performance. However, a 
similar analysis with intrinsic satisfaction and 
performance produced a correlation of r=.37 (p<.05)
between initial performance and delayed satisfaction 
indicating a causal relation perhaps in the opposite 
direction. The only significant dynamic correlation was 
between performance and intrinsic satisfaction (r=,30, 
p<. 05) . Thus, there is still some ambiguity as to the 
mechanism existing between performance and satisfaction. 
The relation is probably complex, requiring more 
theoretical consideration. It may well be, for example, 
that performance directly effects satisfaction, but 
feedback occurs from satisfaction to performance with 
need achievement, or motivation moderating the effect. 
As noted below, motivation and satisfaction may both be 
complexly related to each other and the type of rewards 
associated with a particular work situation.
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In another recent study, Sheridan and Slocum (1975) 
used the cross-lagged correlational design to test causal 
relationships between work performancei and job 
satisfaction for managers and machine operators. For the 
managers, it was found that performance affected job 
satisfaction (measured as the felt fulfillment of various 
facets of the job) . The authors concluded that "job 
satisfaction developed from the managers1 perception that 
previous performance had resulted in the presence of 
desirable facets on the job and provided the 'puli' for 
continued high performance." For the machine operators, 
in contrast, "need deficiency (measured as the difference 
between 'what should be' and 'what is' in regard to need 
satisfaction) provided the 'push' to improve performance 
and that need dissatisfaction, not satisfaction, was 
directly related to later performance in a lead dis­
satisfaction performance relationship." The relation of 
actual and anticipated satisfaction to motivation may be 
observed through the following comments:
High motivation resulted from the reinforcement 
of high work performance with desired job 
facets. To the extent that the managers' 
previous work performance was rewarded through 
desirable facets, they were motivated to work 
harder. The motivational process was somewhat 
different for operators in that need 
dissatisfaction provided the push for attaining 
higher performance. Nevertheless, while need 
deficiency may be interpreted as a necessary 
condition for performance, it could not be 
considered as a sufficient condition in 
itself.... it lacked sufficiency because
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dissatisfied workers may not view high 
performance as the means for satisfying their 
needs or may view low performance as leading to 
greater need satisfaction. Thus, it was 
equally important that operators believed that 
their performance would provide the means for 
satisfying specific need deficiencies if they 
were to attain high performance levels 
(Sheridan and Slocum, 1975, p. 170).
In evaluating the importance of intrinsic aspects of
jobs, Peters and Waterman (1982) make the following
comment, "...the larger context of high performance, we
believe, is intrinsic motivation" (p. 72). They go on to
state that if people are to be really committed to a job
they must find the tasks to be "inherently worthwhile."
Their research indicates that while most companies have
underutilized intrinsic motivation, "excellent companies"
have focused on the meaningfulness of the task as a
course of intrinsic motivation for the worker. The
authors find it "compelling that so many thinkers from so
many fields agree on the dominant need for human beings
to find meaning and transcend mundane things" (p. 76).
Peters and Waterman's excellent companies were also
found to place emphasis on another need of the human
worker, the need of the individual to control their fate,
known as autonomy. Their interviews resulted in the
opinion that the presence of autonomy will cause
employees to persist at the tasks of their job.
Management's insertion of some discretion into how the
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job will be done will result in increased commitment to 
the job and the company on the part of the worker.
Intrinsic rewards are most often defined by what 
they are not. They are rewards which do not require the 
presence of an outside source to bestow them. Rewards 
such as these are given to the individual by the person 
himself (Lawler and Porter, 1967). They are derived by 
the employee through the process of working. Included in 
the intrinsic reward classification are: sense of
achievement, the work itself, responsibility, and 
opportunity for growth and advancement. These intrinsic 
factors "induce cognitions of personal causality of one's 
behavior," while extrinsic rewards give one the feeling 
of external causality of behavior (Guzzo, 1979, p. 81).
A study of hospital supply and pharmaceutical 
salesmen showed the importance of an individual per­
ceiving some control over their work situation (Futrell, 
et al., 1976). Their findings indicated an association 
between perceived control over the work situation and job 
performance. The researchers explained this relationship 
on the basis that when salespeople have input into how 
the job will be performed, they are more committed to 
achieving their goals.
Hackman and Lawler (1971) made the following 
statement in evaluating the role intrinsic and extrinsic 
rewards serve in motivating employees: "Most lower-level
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needs can be reasonably well satisfied for individuals in 
contemporary society on a continuing basis, and therefore 
will not serve as motivational incentives except under
fnusual circumstances" (p. 260). For higher-order needs 
this is not the case. Alderfer (1967) proposed that 
higher-order need satisfaction, which relates to the
intrinsic aspects of the job, does not result in a
reduction in the motivation to attend to these needs. In 
fact, satisfaction with higher-order needs actually 
increases their strength. Using economic terms, while
extrinsic rewards exhibit diminishing marginal utility, 
intrinsic rewards experience increasing marginal utility.
The importance attached to intrinsic rewards has
been shown not to be consistent across all workers. 
Demographic variables can- influence the role played by 
intrinsic and extrinsic rewards. These factors were 
addressed in the earlier section. Friedlander (1966) 
found differences in performance associated with dif­
ferences in satisfaction orientation. Intrinsic
satisfaction was found to be of greater importance for
high performers. A promotional type of reward 
demonstrated less influence on job satisfaction for
individuals with high levels of output than did 
achievement, freedom, and growth provided by the job.
The enhancement of an employee's evaluation of 
intrinsic aspects of the job through job enrichment has
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been an important area of study for academicians and 
practitioners alike. Lawler (1973) proposed a tie 
between job satisfaction, the worker's motivation, and 
the ultimate quantity and quality of that employee's 
production. He stated, "Almost without exception studies 
show that some positive gains are derived when jobs are 
enriched. In most cases productivity is higher after 
enrichment" (p. 152). A literature review on this topic
by the same author found that in 60% of the studies 
conducted, productivity increased after the jobs had been 
enriched, and in every case subsequent work quality 
increased (Lawler, 1969) .
Despite results which are often encouraging 
initially, the long-term benefits from job enrichment 
have been subject to question. Oldham and Hackman (1980) 
proposed that the reason for the generally poor long-term 
results from attempts to enhance intrinsic reward levels 
lie in the implementation phase. Organizations have 
failed to make substantial changes in organizational 
structure, even when this is a key area for modification. 
The changes which are implemented many times are "safe, 
feasible, inexpensive, and ineffectual" (p. 249) .
Alterations of this type result in job enlargement as 
opposed to job enrichment. Herzberg (1968)
differentiates between the two approaches in the 
following way, "Job enrichment provides the opportunity
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for the employee's psychological growth, while job 
enlargement merely makes the job structurally bigger" (p. 
98). The long-term success of job enrichment efforts 
have been hampered by organizations making employees do 
more work rather than making the work they do more 
meaningful.
Another shortcoming associated with attempts to 
enrich jcbs on intrinsic dimensions is the mistaken 
prescription of job enrichment as a cure-all for 
organizations. Chompcux (1980) found more positive 
responses to jobs which are expanded in scope from 
workers with strong growth needs. Locke (1975) 
identified two individual components affecting employees' 
reaction to expanded to jobs: cognitive complexity and
high-order need strength. Consistent with these 
findings, Oldham and Hackman surmised that there are 
employees for which job enrichment is ineffective, and in 
fact, its utilization can be detrimental to their 
performance level. Employees with a weak drive for 
higher-order need satisfaction may respond negatively to 
efforts directed at increasing their job responsibility 
and providing opportunities for personal growth and 
achievement. There is a positive relationship between 
higher-order need strength and the effectiveness of job 
enrichment (Teas, 1981). This is possibly a lesser 
problem in the sales area due to the nature of the jobs,
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and the type of individual who is attracted to a career 
in sales.
Hackman and Lawler (1971) identified a subset of 
Turner and Lawrence's (1965) task attributes which will 
"enhance the intrinsic motivation of workers who desire 
higher-order need satisfaction" (p. 265). The components 
put forth were: variety, autonomy, task identity, and
feedback. Results from the Hackman and Lawler (1971) 
study of telephone company employees indicated a positive 
relationship between these four core dimensions of the 
job and employee work motivation, satisfaction, and 
performance. Thus an outcome of the increased intrinsic 
motivation provided by the presence of these core 
dimensions is a higher level of satisfaction and greater 
effort from the employee.
A subsequent experiment conducted using telephone 
operators casts some doubt on the relationship identified 
(Lawler, Hackman and Kaufman, 1973). When the employees' 
jobs were enriched on the variety and autonomy dimension 
neither satisfaction nor motivation improved. The 
authors proposed that the failure of the job changes to 
raise evaluation on all four dimensions may have resulted 
in the limited impact of the manipulation. Addressing 
this issue, Hackman and Lawler (1971) pointed out that 
the key influence on employee attitudes and behaviors is 
the workers' perceptions of their jobs. Objective levels
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of job factors were found to have the most impact on the 
employees' perceptions of their jobs. This is an
important consideration for management when attempts are 
made to enrich jobs by acting on the level of the
intrinsic rewards. The changing of the job's
characteristics cannot have an impact on employee
motivation to perform unless these changes are perceived 
by the worker and result in an enhancement of intrinsic 
satisfaction.
When examining the impact that job enrichment 
efforts can have, it is important to consider the type of
activities involved in the task. Ivancevich (1979)
conducted a study of engineers which indicated that 
adding more enjoyable activities to a job where the most 
important tasks are dull, mundane, and routine can result 
in an adverse impact on the resulting performance rating. 
If an organization is to enrich a job of this type, an 
effort should be made to make the important tasks more 
interesting and challenging, and not simply provide
entertaining diversions.
While the lower-level positions in many organi­
zations do not offer much opportunity for increased
motivation by changes in intrinsic aspects of the job 
(Dubin, 1958) , this is not necessarily the case for jobs 
in the sales area. Positions in personal selling would 
appear to rate fairly well on the Hackman and Lawler
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(1971) criteria. Many outside sales representatives have 
a great deal of autonomy in determining when, where, and 
in what fashion they will conduct their selling tasks. 
Inside salespeople have less control over these 
dimensions. With the modern perception of the sales 
representative as a problem solver, these positions are 
becoming increasingly intrinsically meaningful. In many 
instances one single person is involved in all phases of 
the selling situation— from prospecting all the way 
through the post-sale duties. The visibility of the 
person's efforts is often very high, with the 
significance of the worker's contribution to the firm 
summed up by the often-used phrase, "Nothing moves until 
the sale is made." Sales positions offer a good deal of 
variety, with feedback on their efforts from their 
customer and manager often quick and significant.
In examining the specific aspects of the job that 
contribute to motivation in sales representatives, 
research has indicated that the intrinsic components do 
have a significant impact. Winer (1973) studied the 
sales representatives of an electronics company and found 
the individuals to be quota achievers rather than dollar 
maximizers. Their motivation level was determined to be 
so closely tied to their need for achievement that when 
the salespeople were given a quota which appeared to be 
easily attainable, their motivation declined. Winer
stated that his finding questions the assumption of 
Farley (1964) that salesmen are economic men and thus 
will attempt to maximize income at the exclusion of other 
goals. As an explanation of the findings, the author 
proposed that for the company studied, the salesmen were 
"quota achievers" rather than "dollar maximizers.” This 
position seems to be consistent with the finding of 
Wortuba and Thurlow (1976) that only 5% of the sales
managers who responded indicated that sales repre­
sentatives forecast low sales figures in order to
increase their earnings.
Tyagi (1982) conducted research involving insurance 
salespeople and concluded, "Many of these findings are 
inconsistent with the 'conventional wisdom1 of sales 
executives who have traditionally relied on monetary
rewards to motivate salespersons, assuming that 
motivation related to intrinsic rewards (e.g., feeling of 
accomplishment, interesting work) is derived from the 
inner self and the organization has little power to
influence it" (p. 250) . A study by Becherre et al.
(198 2) on industrial sales representatives found that the 
inherent characteristics of the job are more crucial for 
salespeople than many other positions due to their 
physical removal from the total work environment. Sales 
managers must realize that they can influence motivation
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by creating a climate and designing sales jobs which are 
conducive to such results.
Doyle and Shapiro (1980) surveyed salespeople from 
four companies in an attempt to identify the determinants 
of their motivation level. They stated that motivating 
salespeople is very difficult due to the nature of their 
job, which involves: rejection, working alone, high
pressure, the need for fast thinking, role conflict, and 
high need for energy. Findings from their study point to 
the importance of intrinsic factors in determining the 
salesperson's motivational level. The nature of the task 
explained 33.6% and the strength of the individual's need 
for achievement accounted for 21.2% of the variation in
the sales representatives' motivational level. Compensa­
tion, while making a significant contribution, accounted 
for only 11.6% of the variation. These results serve to 
reinforce other findings cited in this section which show 
that satisfaction with intrinsic aspects of the job has a 
strong impact on motivation, and in turn performance, for 
sales representatives. Given the importance which 
salespeople attach to this phase of the job, one must 
question why intrinsic job satisfaction has not been 
given a greater role in the sales area.
Based upon research pertaining to job satisfaction
one may logically suggest that the relationship of job
satisfaction to performance is more complex than may
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first appear. Evidence suggests that satisfaction may 
also be related to need achievement, intrinsic motiva­
tion, as well as reward valences as prescribed by 
expectancy theory.
Personal Characteristics
Early empirical research in the sales performance 
area was designed to provide direction in the search for 
the "perfect" salesperson. A substantial amount of this 
research concentrated on the relationship between 
demographic variables and productivity. As was mentioned 
in Chapter 2, Cothan (1969) summarized the success of the 
research efforts by stating "while some studies have 
uncovered a few statistically significant correlations 
between demographic data and job performance, in the 
firms investigated, there appears to be little 
consistency in the nature and extent of the observed 
relationships" (p. 31). Cothan further stated that the
lack of consistency is due to widely different tasks 
involved in various sales jobs. While early research was 
consistent with this logic, more recent research suggests 
that the relationship between demographic data and 
performance may in fact allow for better prediction when 
demographic data is studied in light of other factors 
influencing performance over time.
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1. Tenure: It has long been assumed that as one's
experience on the job increases, their performance will 
be enhanced. Cravens and Woodruff (1973) stated that the 
time on the job variable represents the knowledge and 
skills the worker has acquired. Research involving 
salesmen on two occasions (Cravens and Woodruff, 1973; 
Beswick and Cravens, 1977) has produced results 
indicating a significant relationship between the two 
variables.
2. Age: The relationship between salespersons' age 
and their job performance is an area where there appears 
to be little consistency in the research findings. 
Weaver (1969) studied female sales clerks and Cothan 
(1969) looked at males in a similar position with both 
finding significant correlations between age and sales 
productivity (r=.90 and r=.34). Research by Mosel (1952) 
was consistent with these findings. A curvilinear 
relationship was indicated by Kirchner's (1960) study of 
salesmen, with productivity increasing until age forty 
and decreasing thereafter. Research involving building 
supplies sales representatives by Lamont and Lundstrom 
(1977) indicated that the two variables are, in fact, 
unrelated. Based on these diverse results the 
relationship between the variables is subject to 
question.
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3. Sex; One demographic variable which has 
received increased attention in recent years is the 
gender of workers. With the importance of the women in 
the workforce in general-, and in sales positions in 
particular, differences in the satisfaction and per­
formance levels for men and women have been topics of 
growing interest.
In examining the relevant literature on the rela­
tionship between the sex and performance level of 
salespeople, Swan and Futrell (1978) concluded that while 
trade publications report that women are doing well, 
there is a need for systematic testing in this area. 
These researchers went on to report findings from a study 
of pharmaceutical and hospital-supplv salespeople. 
Results indicated that a greater proportion of men than 
women were in the higher performance categories for six 
of the ten areas for which managerial evaluations were 
conducted. Men were rated higher in sales ability, 
product knowledge, overall performance, territory 
coverage, and activity reporting. No differences were 
found in the areas of willingness to work hard, general 
attitude, human relations, and planning ability. When 
tenure was controlled for, men exceeded women on all 
dimensions except human relations ability. Busch and 
Bush (1978) conducted another study of sex differences in 
performance using a self-rating measure and found men and
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women to rate themselves equally. The research evidence 
in this area is extremely thin, and there is certainly a 
need for studies in this area which control for the 
influence of confounding variables and use objective 
performance data.
The Tested Model
Each of the variables under study and the proposed 
relationship among the variables can best be observed in 
the diagram presented in Figure 4. The formal 
hypothesized relationship will be explicitly presented in 
the next section.
As can be seen in Figure 4 expectancy theory of 
motivation is directly related to performance. Need 
achievement is directly related to performance with 
relationships associated to the expectancy and reward 
valence constructs of motivation. Job satisfaction is 
related to both performance and need achievement. 
Experience (where age is viewed as general-work- 
experience and tenure viewed as specific company- 
related-experience) is related to job performance and the 
reward valence construct of motivation. Sex is also 
viewed as having relationship with job performance and 
reward valences. Finally, both locus of control and 
self-worth are illustrated as directly impacting job 
performance.
FIGURE 4
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STATEMENT OF FORMAL HYPOTHESIS
In assessing the relationship between theory and 
research, Dubin (1978) makes the following points about 
the role each plays. A theoretical model is capable of 
predicting the states of a system, as well as the values 
of the components comprising that system, that are the 
results of interaction among the variables included in 
the framework. Only through taking the model to the 
"real world" can one evaluate the correspondence between 
theory and reality. "It is a major task of empirical 
research to determine if such correspondence can be 
demonstrated, or alternatively, to show that the 
observable conditions of the world differ from those 
predicted by the theory" (p. 216) . Thus, the role played 
by this chapter is to outline the steps taken to evaluate 
the model presented in Figure 4 using data collected from 
a retail sales setting.
The discussion will begin with a description of the 
research instruments. Next, a statement of the formal 
hypothesis will be presented. Third, the sample of
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retail salespeople will be characterized. Fourth, the 
data collection procedure will be outlined. Finally, the 




The performance of retail salespeople was repre­
sented through a variety of job-related indicants. 
Performance indicants were obtained through focus group 
interviews and participant observation. Interviews were 
performed with human resource managers, divisional 
managers, merchandise managers, buyers, and a number of 
personnel in the selling situation. Based on 60-70 hours 
of interviews a consensus of the following dimensions 
were derived.
1. Customer service ability: addressing consumer
complaints, problems and questions.
2. Ability to keep stock maintained and inven­
toried: displaying merchandise neatly, and 
orderly.
3. General sales ability: suggesting add-on 
merchandise, closing sales.
4. Ability to cooperate, work with, and support 
other members of the sales-staff.
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5. Efficiency of handling cash and credit trans­
actions .
6. Enhancing sales prospects: communicating with 
customers, customer follow-ups.
Locus of Control
Locus of control was indicated through Rotter's 
(1966) internal-external control scale. The scale 
consisted of twenty-three forced-choice items which are 
designed to indicate whether a person perceives rewards 
in his or her environment to be contingent upon one's 
behavior or independent of it. Rotter (1966) reports 
Kuder-Richardson reliabilities ranging from .69 to .79, 
and test-pretest reliabilities ranging from .55 to .72.
Valences
Valences were indicated through a number of 
variables obtained from focus group interviews as was 
described earlier. Valences include measures of:









Measurement of each reward was constructed in a five- 
point Likert format ranging from extremely satisfied to 
extremely dissatisfied. In order to determine the rela­
tive degree of importance of each valence, salespeople 
were also asked to rank each valence, with highest 
receiving a possible 100, and lowest a possible 0.
Need Achievement
A thirteen item work orientation scale was used to 
measure need achievement. The items measure how com­
mitted one is to one's work situation in the sense of 
indicating the degree of an individual's achievement 
motivation. The scale, found in Duncan (1969) was 
altered from its original yes/no format to a five-point 
Likert type scale. Duncan reports a reliability of .78.
Self Worth
Thirteen items were used to indicate self worth, by 
way of measuring specific self-esteem. All items were 
explicitly constructed for this study. The items 
referred to specific aspects of the job situation and 
asks salespeople to rate themselves with respect to how 
they feel, perform, achieve potential goals, degree of 




Job satisfaction was indicated through a sixteen 
item scale consisting of five-point Likert type ques­
tions. The sixteen items are those used by Churchill, 
Ford, and Walker (1976). Slight modifications was made 
for the specific sales situation in this study. The 
questions ask the retail salesperson to indicate his or 
her satisfaction with the nature of the job, fellow
workers, supervisors, company policy, compensation, 
promotion, and customers. Churchill, Ford, and Walker
(1976) report a split-half reliability coefficient of .89 
based on a sample of industrial salespeople.
Instrumentalities
Six items were used to indicate instrumentalities. 
All items were explicitly constructed for this study.
The items referred to aspects of the job, and asked the 
salesperson to rate himself or herself regarding their 
behavior on various performance dimensions necessary to 
achieve performance-related outcomes. All items were
scaled on percentages where each individual compared 
their level of performance to all other salespeople doing 
similar work.
Expectancies
Measures of expectancies were illustrated by such 
statements as, "if I were to increase my knowledge of the
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products I sell by 10%, then there is a 50% chance that 
my sales volume would increase by 10%." Five measures of 
expectancies were developed based on focus group inter­
views described earlier. Each salesperson was asked to 
indicate their perceptions of expectancies held by 
responding to the five items.
Experience and Sex
Experience was indicated through two measures.
Tenure was used to measure years of experience with the 
focal company, age was used to measure general experience 
in work related areas. Sex was measured by a standard
forced-choice dichotomous question.
Statement of Formal Hypotheses
A necessary condition for the hypothesize model is 
that the individual relationships between variables be 
significant in the predicted direction. Each hypothesis 
between variables in the overall model will be explicitly 
stated at this time.
Based upon a review cf the literature, and the 
operationalization of variables involved, the following
hypotheses are stated:
There is a direct relationship between moti­
vation (expectancy theory) and performance.
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There is a direct relationship between job 
satisfaction and performance. The higher the 
level of job satisfaction the higher the level 
of performance.
: There is a direct relationship between job
satisfaction and need achievement. The higher 
the level of job satisfaction the higher the 
level of a need achievement orientation.
: There is a direct relationship between specific
experience and job performance. The higher the 
level of tenure the higher the level of 
performance.
Hg: There is a direct relationship between general
experience and performance. The higher the age 
level the higher the level of performance.
Hg: There is a direct relationship between
experience and reward valences. The higher the 
level of tenure and age the greater the desira­
bility of intrinsic rewards.
H^: There is a relationship between sex and per­
formance. Males will achieve higher levels of 
performance based on various performance 
dimensions.
HQ: Males will have higher desirability for intrin-O
sic rewards; females will have a higher desira­
bility with extrinsic rewards.
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Hg: There is a direct relationship between need
achievement and performance. The higher the 
level of a need achievement orientation the 
higher the level of performance.
H^q : There is a direct relationship between need
achievement and expectancies. The higher the 
need achievement orientation the greater the 
internal locus of control.
H^: There is a direct relationship between need
achievement and reward valences. The higher 
the need achievement orientation, the greater 
the desirability of intrinsic rewards.
There is a direct relationship between locus of 
control and performance. The greater the 
internal orientation the higher the perfor­
mance .
There is a direct relationship between self- 
worth and job performance. High self-worth 
will lead to higher performance levels.
Sample; Characteristics of the 
Retail Salesperson
The research was conducted on the salesforce of 
retail firms known as ownership-group department stores. 
These stores are characterized by (1) "high degree of 
departmentalization, (2) merchandise specialization and,
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(3) local autonomy of operation" (Lewison and Delozier, 
1982; p. 19). The salesperson associated with this form 
of retailing is accountable to, controlled by, and 
evaluated by management personnel in the focal store. 
All salespeople sell directly to the ultimate consumer. 
All possible attempts were made to control for price 
differentials across departments as well as cyclicable or 
seasonable aspects of products.
Data Collection
Prior to the development of the research methodology 
approximately 60-70 hours of focus group interviews and 
participant observation were conducted. Interviews were 
performed with human resource managers, divisional 
managers, buyers, and sales personnel. A number of 
important details were uncovered allowing for the genera­
tion of indicants used to operationalize concepts in the 
research methodology.
The questionnaires were sent to the salespeople by 
intra-company mail with a cover letter from the director 
of human resources. The letter indicated the overall 
purpose of the study, who was conducting the research, 
and directions for completing the questionnaire. The 
letter also stressed that individual responses would be 
kept completely anonymous (see Appendix A) . No numbers 
or other identifying marks were placed on the
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questionnaire. The salespeople had absolutely no reason 
to believe that their individual responses would be known 
to anyone. In order to obtain data in a form that can be 
analyzed, it was necessary to place unobtrusive code 
marks on an existing page near the top of each ques­
tionnaire. 472 usable questionnaires were returned for a 
response rate of 45 percent.
Issues of Reliability and Validity
Reliability; Before the measures developed in the 
previous section were used to examine the relationships 
between variables it is important to assess the relia­
bility of the scales. Measures of any construct are 
rarely perfect. Due primarily to measurement error there 
will be a difference between the "true" score and the 
observed score for a construct (Kerlinger, 1973) . It is 
through the estimation of this error variance that one 
can assess the reliability of a scale. If the researcher 
is not confident that the measures of the variables are 
reliable, any identified relationships between the con­
structs will have little meaning. Lord and Novick {1968) 
identified three basic methods which may be used to 
assess reliability: test-retest, parallel forms, and
internal analysis. For the present study the Cronbach
alpha method of internal consistency was utilized 
(Cronbach, 1951) . This form of internal analysis is
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viewed as being a more theoretically sound procedure due 
to the fact that it simultaneously examines the covari­
ance among all of the scale's items, rather than 
splitting the data in some arbitrary fashion. The pro­
cedure is also a conservative measure, providing the 
smallest reliability score for each scale {Bagozzi, 
1976) . The results of the reliability assessment pro­
cedure are displayed and discussed in the next chapter.
Validity: The issue of the validity of the scales
developed is also an important topic to be addressed. 
Churchill (1979) defines validity by stating, "A measure 
is valid when the differences in observed scores reflect 
true differences on the characteristics one is attempting 
to measure and nothing else" (p. 65). The fact that
scales are reliable is a necessary, but not sufficient, 
indication that they are valid. Obtaining valid measures 
is crucial because only then can researchers be certain 
that study results are in line with objectives and the 
relationships identified are true in nature.
Three types of validity were addressed for the 
measures utilized in the study. Content or face validity 
assesses the extent to which the measures selected are 
representative of the constructs in question. Through 
selecting appropriate items and purifying the scale, this 
aspect of validity should be satisfied. The process 
through which the three scales have been developed in the
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study reflects preliminary justification on this aspect 
of validity. Results of this procedure are reserved for 
Chapter 5. <
In assessing the second form of validity, construct 
validity, both the theory which indicates relationships 
between constructs, and the measures of variables must be 
evaluated (Tull and Hawkins, 1976). Under ideal cir­
cumstances multiple methods would be used to measure each 
variable. For this study factor analysis was utilized in 
an attempt to satisfy this requirement. Again, results 
of this procedure are reserved for Chapter 5.
In addressing the third form of validity, predictive 
validity, the concern is that the individual relation­
ships between variables be in the proper correlated 
direction, and of a magnitude to warrant further inves­
tigation. Pearson correlation coefficients were used to 
examine this aspect of validity. A full detail of the 
results are found in Chapter 5.
ANALYSIS OF THE MODEL .
The model presented in Figure 4, and the hypothesis 
derived from the framework, will be evaluated using 
recursive path analysis. This type of analysis will 
provide indications as to the magnitude of the linkage 
between variables in the model and enable the researcher 
to make some inferences as to the underlying causal
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processes {Asher, 1976). The technique involves the 
decomposition and evaluation of the set of linear rela­
tionships between endogenous and exogenous variables 
which were identified in the conceptual framework 
(Deshpande and Zaltman, 1982).
The importance of the utilization of theory in 
causal analysis is an area which must be stressed. 
Several parsimonious models may perform equally well in 
the reproduction of an original R matrix. Due to this 
fact theory must be the starting point and not the result 
of the analysis (Kerlinger and Pedhazur, 1973). Com­
paring the goodness of fit for various models can help in 
identifying causal relationships which are not plausible, 
but it will not result in the identification of the one 
true causal ordering (Magidson, 1982). Thus theory must 
be relied on heavily in interpreting the path coef­
ficients which are obtained.
Path analysis offers the researchers numerous 
advantages in evaluating causal models. The technique 
allows the researcher to differentiate the association 
between any two of the variables into a sum of simple and 
compound paths {Asher, 1976). Information is given, not 
only on the degree to which the variables in the model 
are related, but also the level of errors in equations 
and variables, and the tie between the constructs identi­
fied, and their operationalization (Bagozzi, 1980b).
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Path analysis is not without its limitations. The 
basic assumptions of linear regression apply. Distur­
bance terms are assumed to: have a mean of zero, possess
constant variance, be normally distributed, and be non­
autocorrelated (Thiel, 1971). An assumption is also made 
that independent variables are measured without error. 
Residual analysis will aid in assessing homoscedasticity, 
while the computer analysis will aid in addressing the 
normality assumption.
Linearity between the variables in the model is also 
assumed. This assumption appears to be a reasonable one, 
barring any empirical evidence to the contrary (Bagozzi, 
1980b). The final assumption to be considered is that of 
the use of interval data. Monte Carlo analysis has 
indicated that the violation of this assumption will not 
significantly alter one's findings (Asher, 1976). Boyle 
(1971) states that assuming equal intervals results in 
dangers which are minimal, provided that departures from 
the assumption are random in nature.
Due to the nature of the data (nominal scale) for 
the sex and locus of control variables the relationships 
of these two model components to other variables will be 
evaluated using qualitative, indicator, or dummy 
variables (Boyle, 1971). Sex, having two classifica­
tions, will require one dummy variable. Locus of 
control, having two choices, will require one dummy
variable. The path coefficients for these variables will 
be interpreted by using the value to assess the impact 
which the presence of a particular classification has on 
the endogenous variable in question.
The initial phase of path analysis involved deter­
mining the path coefficients for the model using the 
following equations:
Model Notations
Z1 = motivation (expectancy theory)
Z2 = need achievement
Z3 = job satisfaction
Z4 = self-worth
Z5 = locus of control
Z6 = job performance
Z7 = experience
Z8 = sex
Dummy Variable Notation 
sex: ZQ = 1 male
0 females 
locus of control: Ẑ  = 1 internal
0 external 
Model Equations 
(ê  denotes residual)
Following the determination of the path coefficients 
comes an important step in path analysis. Each path 
coefficient is analyzed to determine if it is appropriate 
to retain that particular path in the model based on the 
evidence supplied by the data. This process is known as
theory trimming (Heise, 1969) . Refining or trimming the
original model, according to Heise, aids in identifying a 
more parsimonious theory. This aspect of path analysis 
is one of the positive features derived from the con­
struction of linear models.
On what basis the model is to be trimmed is a grey
area in the path analysis process. Heise (1969) points 
out that rarely are path coefficients equal to zero. Two 
criteria are most frequently used to make the decision to 
retain or drop a particular path, statistical sig­
nificance and meaningfulness (Kerlinger and Pedhazur, 
1973) . Through the testing of the significance of the b 
values supplied from the analysis one is in fact 
evaluating the significance of the paths they represent. 
A limitation of this method which should be noted for the
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present study is that large sample sizes may result in 
very small path coefficients being identified as sig­
nificant. In practice the significance criterion is best 
used in conjunction with path meaningfulness. Very small 
paths are deleted due to their limited impact on the 
endogenous variable in question. Land (1969) provides a 
benchmark of .05 as the lower boundary for retaining 
paths. Once all paths in the original model have been 
evaluated and retained or deleted, the new model is then 
used in the reproduction of the original R matrix to 
determine if this amended version is a reasonable one 
(Kerlinger and Pedhazur, 1973).
Having a large sample size is crucial for utilizing 
path analysis, as large samples provide more stable 
results. The size of the sample in the present study 
allows one to divide the subgroups of respondents and 
still have large segments. In an effort to assess the 
overestimation of the coefficients (shrinkage) this 
division will be made, and a cross-validation procedure 
will be performed (Kerlinger and Pedhazur, 1973; Mosier, 
1951) . The degree of overestimation is affected by the 
ratio of the number of variables to the size of the 
sample (the larger the ratio, the larger the over­
estimation) . The path analysis equations will then be 
run for both segments of the sample. Results from the 
two analyses will then be compared using the Chow (I960)
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test. The finding of significant differences will 
indicate that overestimation of the coefficients is 
occurring. If no significant difference is found between 
the comparable regressions, the sample will then be 
reunited for the duration of the data analysis.
Identification
In order for the model to have sufficient 
information to come up with a unique solution the process 
of identification must be addressed. The first require­
ment that must be met is the order condition. The order 
condition states that a model consisting of K equations, 
then for any equation in that model to be identified, it 
must exclude at least K-l of the variables in the model 
(Asher, 1976). Inspection of the coefficient matrix for 
the model shows that K=5 and K-l*=4, thus the order condi­
tion has been met.
The second requirement is that of the rank condi­
tion. An equation in a model of K linear equations is 
identified if at least one nonzero determinant of K-l 
rows and columns is contained in the matrix of coef­
ficients (Asher, 1976) . For the present model 
examination of the coefficient matrix indicated that 
r(A0)=L-l and r(A0)>4, when the appropriate coefficients 
for the equations are eliminated one nonzero determinant 
existed, thereby, satisfying the rank condition.
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SUMMARY
The present chapter introduced the methodology 
employed for testing a job performance model for retail 
salespeople. Operationalization of the variables and 
development of the scales were presented. Characteris­
tics of the sample, data collection procedures and issues 
of reliability/validity were outlined.
The chapter concludes with a discussion of the path 
analysis procedure that was utilized for analyzing the 
data made possible by various retail organizations.
In the following chapter, results of scale puri­
fication, reliability assessment and validity topic's 
will be analyzed. The model and all hypothesized rela­
tionships will also be presented along with an evaluation 
of the results.
CHAPTER 5
RESULTS FROM THE ANALYSIS '
In this chapter, specific hypotheses, models, and 
results are presented. The discussion begins with a 
presentation of scale analysis results and reliability. 
Next, specific correlations designed to test the two-way 
relationships between all variables are displayed, and the 
findings are summarized. Finally, results from the path 
analysis for each of the hypotheses and for the model as a 
whole are presented and discussed.
Scale Analysis
An analysis of the responses given by the sample to 
the individual items on the scales is a necessary function 
in survey research. The major aim of scale analysis is to 
help improve each scale by revising or discarding ineffec­
tive items. The following discussion will address the
procedure utilizing factor analysis and inter-item cor­
relations as an attempt to provide improvement of the 
various scales.
The survey instrument distributed to the retail firms 
contained questions addressing a wide variety of issues.
Ill
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Scales wer<3 included for eight important constructs: Self
Worth, Job Satisfaction, Need Achievement, Job Perform­
ance, Locus of Control, Instrumentalities, Expectancies, 
and Reward Valences. The individual questions considered 
for inclusion in each of the scales were identified by 
focus group interviews and systematic rationale analysis 
(Gorsuch, 1974). An investigation of this type is guided 
by theory, with relevant items identified for further 
assessment using quantitative techniques. An attempt was 
made to select particular questions v;hich assess the 
entire domain of the various constructs. The type of 
questions included was guided by the literature which has 
been cited in the discussion of each construct.
Factor analysis (principle component analysis with 
varimax rotation) was utilized to evaluate seven scale 
constructs. Each of the constructs was factor analyzed 
individually to identify their component factors. 
Determination of the number of factors was based on the 
Scree Test (Cattell, 1966), Guttman's (1954) Lower Bounds, 
and an a priori belief that there were certain factors 
present (Hair, et al., 1987). Rummel (1970) points out 
that while one can never be certain that the "right" 
number of factors has been identified, a key concern is 
that the factors retained have some interpretable meaning 
associated with them. The use of a variety of methods to 
determine the number of factors increases one's confidence
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in this decision. Two separate factors resulted from the 
analyses of the self worth and need achievement con­
structs , while three factors emerged from the factor 
analysis of the job satisfaction construct. Separate 
factor analyses of the instrumentalities, reward valences, 
expectancies, and job performance scales revealed that 
each could be represented by a single factor.
Factor loadings for all factors as well as inter-item 
correlations for all variables are contained in Tables 5-1 
to 5-7. The factors for the individual constructs account 
for more than 60 percent of the variance in item 
responses. The percent of variation accounted for by each 
individual scale is listed in Tables 5-1 to 5-7. This 
level is considered acceptable for research in the social 
sciences (Hair, et al., 1987). In examining the factor 
loadings an "ideal" matrix would demonstrate "simple 
structure" (Gorsuch, 1984). A simple structure solution 
involves a high loading for each item on one, and only 
one, factor. The matrices in Tables 5-1 to 5-7 come very 
close to simple structure (Thurstone, 1947), Hair, et al. 
(1987) provides guidelines for evaluating factor loadings. 
Loadings of greater than .30 are considered significant, 
with loadings of .40 to .50 seen as more important and 
very significant, respectively.
Inter-item correlations are measures of the rela­




Subscale I; High Self Worth (Alpha = .79638)
Factor
Scale Items_________________________ Loadings
1. People seem to be interested 
in getting to know me better.
2. I'm usually quite confident 
when learning a new game or 
sport.
3. Its easy for me to strike up 
a conversation with someone.
5. I'm considered a leader in 
my social circle.
6. I rarely feel self-conscious 
in a group.
7. I enjoy stating my opinions in 
front of a group. .44620

















SELF WORTH SCALE (Con't.)
Subscale II; Low Self Worth (Alpha = .77874)
Factor
Scale Items__________________________Loadings
4. I often wish I were more
outgoing. .73987
8. I make a better follower than 
leader.
10. I'm not the type of person 
that one remembers after one 
meeting.
11. I'm ill at ease when I meet 
new people.
12. I've never been a very 
popular person.
13. My behavior would be quite 
awkward if I had to apply 














Total Cronbach's = .84205
Percent of variance explained by two factors = 61%
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selecting items with high values for the final scale tends 
to produce internally consistent measures where the cor­
relations among items are highly positive. Rfrely will an 
item equal 1.00. Items have correlations of .20 or 
greater are usually considered acceptable for survey 
research (Ebel, 1975).
Labeling the factors facilitates interpretation and 
understanding of the various constructs. The naming 
(labeling) of the various factors is not an exact process. 
Names must be representative of the items involved. When 
the items included in the factor analysis are selected or 
developed based on theory, this process is greatly simpli­
fied. Such was the case in assessing the self worth 
construct. The scale included 13 Likert Scale items which 
loaded significantly on two factors. Seven of the items 
loaded significantly on one factor which assessed high 
individual self worth. The remaining six items loaded 
significantly on a second factor assessing a shallow 
feeling of one's individual self worth. Thus, the factor 
appear to be measuring the construct of self worth'.
Table 5-2 contains the results for the need achieve­
ment scale. This scale included 13 items, and again two 
factors were dominant. Seven of the items loaded 
significantly on one factor assessing a high need achieve­
ment, while the remaining six items loaded significantly 




Subscale I; High Need Achievement (Alpha = .59611)
Factor Inter-Item
Scale Items__________________________Loadings Correlations
1. I feel the most important thing 
about work is the chance it 
offers to get ahead.
2. The most important qualities 
of a person are determina­
tion and ambition.
3. I spend a lot of time think­
ing about how to improve my 
chances for getting ahead.
6. My work is more satisfying 
to me than the time I spend 
around the house.
10. I'm very anxious to get much 
further ahead.
11. The work I do is one of the 
most satisfying parts of my 
life.
12. I've sometimes regretted going 









NEED ACHIEVEMENT SCALE (Con't.)
Subscale II; Low Need Achievement (Alpha = .68255)
Factor Inter-Item 
Scale Items_________________________ Loadings Correlations
4. I would much rather relax 
around the house all day than 
go to work.
5. Getting money and material 
things out of life is very 
important to me.
7. It is important to me to own 
material things such as a car, 
home, or clothing which are 
at least as good as those of 
my neighbors and friends.
8. To me work is just a way of 
making money.
9. I enjoy my spare time activi­
ties much more than my work.
13. Getting ahead is one of the
most important things in life 
to me.
Total Cronbach's = .78437








The job satisfaction scale originally contained 16 
items. One item (#6) was removed because of a non­
significant factor loading and low inter-item correlation. 
TJie remaining 15 items were again factor analyzed and the 
results are shown in Table 5-3. Five items loaded sig­
nificantly on one factor assessing satisfaction with pay 
and promotion, seven items loaded significantly on a 
second factor assessing satisfaction with the company, and 
three items loaded significantly on a third factor 
assessing satisfaction with fellow workers. These three 
factors provide a good representation of the job satis­
faction component.
Three scales were included to measure the employee's 
motivational level. Separate factor analyses of these 
scales indicated they each could be represented by a 
single factor. The instrumentalities scale had 6 items, 
the reward valences scale 7 items, and the expectancies 
scale 5 items. Results are shown in Tables 5-4, 5-5, and 
5-6.
Job performance was measured using supervisor ratings 
of various employee performance dimensions. The scale is 
a perceptual scale of performance, where supervisors rated 
employees on how they perceived each employee to perform 
on various performance dimensions. Thirteen Likert-type 








1. My work is challenging. .67870
2. My job is often dull and 
monotonous. .83008
7. My manager doesn't seem to 
try hard to get our problems 
across to top management. .71581
9. My selling ability largely 
determines my earnings in 
this company. ."78857
10. This company is highly 
aggressive in its sales 
promotional efforts. .64311
14. My manager sees that we 
have the things we need to
do our job. .58 258
15. The company's sales training 













JOB SATISFACTION SCALE (Con't.




3. I have a good chance for 
promotions. .53187
4. My pay doesn't give me much 
incentive to increase my
sales. .59350
8. Compared with other retail 
companies, employee benefits 
here are good. .79023
11. My opportunities for advance­
ment are limited. .71239
12. My pay is high in comparison 
with what others get for 











JOB SATISFACTION SCALE (Con't.





5. My customers blame me for 
problems that I have no 
control over.
13. The people I work with get 
along well together.









Total Cronbach's = .85445







1. How do you rate yourself
in terms of the gross margins
you achieve? .79103
2. How do you rate yourself in 
terms of your ability to
reach your quota? .81592
3. How do you rate yourself in 
terms of quality of your 
performance regarding
customer relations? .78229
4. How do you rate yourself in 
terms of quality of your 
performance m  regard to 
management of time and
planning ability? .82605
5. How do you rate yourself
in terms of quality of your 
performance in regard to 
knowledge of products, company, 
competitor's products, and 
customer needs? .92072
6. How do you rate yourself in 
terms of the potential you 
have for reaching the top 10% 
in gross margin achieved for 










Total Cronbach's = .76375







1. Enhancement of my personal 
prestige.
2. Increasing my sense of 
accomplishment.
3. Gaining more respect from 
fellow employees,
4. Increasing my earnings.
5. Receiving recognition from 
my manager.
6. Increasing my chances for 
promotion.
7. Increasing my opportunity 


















Total Cronbach's = .65941





Scale Items_________________________ Loadings Correlations
1. If I were to increase my 
knowledge of the merchandise 
I sell by 10%, the probability 
of increasing my weekly sales 
volume would be:
2. If I were to enhance my 
selling ability by 10%, the 
probability of increasing my 
weekly sales volume would be:
3. If I were to enhance my 
customer service ability by 
10%, the probability of 
increasing my weekly sales 
volume would be:
4. If I were to enhance my daily 
planning ability by 10%, the 
probability of increasing my 
weekly sales volume would be:
5. If I were to increase my speed 
and accuracy of handling cash 
and credit transactions by 10%, 
the probability of increasing 
my weekly sales volume would 
be:
Total Cronbach's = .78972












1. Meets schedules and deadlines. .77859
2. Acts to prevent merchandise
shrinkage. .68029




5. Handles customers’ problems. .64206
6. Keep merchandise neat and
orderly. .40395
7. Accuracy in counting stock. .63952
8. Follows supervisors'
instructions. .47013
9. Willingness to help other
salespeople. .66218
10. On time record. .50800
11. Knowledge of fashion, fit, 
style, construction or use
of merchandise group. .79941
12. Speed and accuracy in 
handling cash/credit
transactions. .52510

















Total Cronbach's = .72074
Percent variance explained by one factor = 67%
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simple structure solution with significant loadings for 
all 13 items on a single factor was derived.
The overall results of the factor analysis contained 
in this study are fairly consistent with past research in 
the areas of motivation, job satisfaction and job 
performance.
All other variables in the model were measured by
asking the respondents to classify themselves into one of 
five age categories, and five classifications of tenure 
with the store as well as with retail industry.
Reliability: Before the measures developed in the
previous section are used to examine the relationships 
between variables it is important to assess the relia­
bility of the scales. Measures of any construct are 
rarely perfect. Due primarily to measurement error there 
will be a difference between the "true" score and the 
observed score for a construct (Kerlinger, ]973). It is 
through the estimation of this error variance that one can 
assess the reliability of a scale. If the researcher is 
not confident that the measures of the variables are 
reliable, any identified relationships between the 
constructs will have little meaning. For the present 
study the Cronbach alpha method of internal consistency 
was utilized for seven of the eight scales (Cronbach,
1951) . This form of internal analysis is viewed as being 
a more theoretically sound procedure due to the fact that
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it simultaneously examines the covariance among all of the 
scale's items, rather than splitting the data in some 
arbitrary fashion. The procedure is also a conservative 
measure, providing the smallest reliability score for each 
scale (Bagozzi, 1976) . For the scale measuring locus of 
control, the Kuder-Richardson formula for reliability 
assessment was used. Rotter (1966), in the development of 
the scale, utilized this procedure due to the dichotomous 
structure of the scale. Therefore, it was selected as an 
appropriate method for this study (see Table 5-8).
As a guideline for evaluating reliability scores 
Nunnally (1967) indicates that alpha's in the .50 to .60 
range are normally acceptable for basic research. Efforts 
to increase alpha's above the .80 level are generally 
considered to be non-productive. As indicated in Tables 
5-1 to 5-8, all scales as well as the sub-elements of 
those scales range from .59 to .84. Additionally, the 
Kuder-Richardson formula used to assess the reliability of 
the locus of control scale produced a reliability measure 
of .70. On the basis of this analysis one is probably 
justified in concluding the measures of the constructs are 
relatively robust.
Validity; The issue of the validity of the scales 
also is an important topic to be addressed. Churchill 
(1979) defines validity by stating, "A measure is valid 
when the differences in observed scores reflect true
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TABLE 5-8 
LOCUS OF CONTROL SCALE
Scale Items
Inter-Item
CorrelationsI1. a. Many of the unhappy things in people's .39153
lives are partly due to back luck, 
b. People's misfortunes result from the 
mistakes they make.
2. a. One of the major reasons why we have .40213
wars is because people don't take 
enough interest in politics, 
b. There will always be wars, no matter 
how hard people try to prevent them.
3. a. In the long run people get the respect .35169
they deserve in this world, 
b. Unfortunately, an individual's worth 
often passes unrecognized no matter 
how hard he tries.
4. a. The idea that supervisors are unfair .27132
to employees is nonsense, 
b. Most employees don't realize the
extent to which their performance is 
influenced by accidental happenings.
5. a. Without the right breaks one cannot .31381
be an effective leader, 
b. Capable people who fail to become 
leaders have not taken advantage of 
their opportunities.
6. a. No matter how hard you try some .46083
people just don't like you. 
b. People who don't get others to like 
them don't understand how to get 
along with others.
7. a. I have often found that what is .44578
going to happen will happen, 
b. Trusting to fate has never turned out 
as well for me as making a decision to 
take a definite course of action.
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TABLE 5-8 
LOCUS OF CONTROL SCALE (Con't.
Scale Items
8. a. In the case of the well prepared
salesman there is rarely if ever such 
a thing as an unfair performance 
evaluation. 
b. Many times performance criteria tend 
to be so unrelated to actual per­
formance that detailed planning is 
really useless.
11. a. When I make plans, I am almost
certain that I can make them work,
b. It is not always wise to plan too 
far ahead because many things turn 
out to be a matter of good or bad 
fortune anyhow.
12. a. In my case getting what I want has
little or nothing to do with luck,
b. Many times we might just as well
decide what to do by flipping a coin.
13. a. Who gets to be the boss often
depends on who was lucky enough 
to be in the right place first, 
b. Getting people to do the right 
thing depends upon ability; luck 
has little or nothing to do with it.
14. a. As far as world affairs are con­
cerned, most of us are the victims 
of forces we can neither understand, 
nor control, 
b. By taking an active part in politi­
cal and social affairs the people can 
control world events.
15. a. Most people don't realize the extent
to which their lives are controlled 
by accidental happenings, 

































It is hard to know whether or .39763
not a person really likes you.
How many friends you have depends 
upon how nice a person you are.
In the long run the bad things .46685
that happen to us are balanced by
the good ones.
Most misfortunes are the result 
of lack of ability, ignorance, 
laziness, or all three.
With enough effort we can wipe ,46246
out political corruption.
It is difficult for people to 
have much control over things 
politicians do in office.
Sometimes I can't understand how .38481
supervisors arrive at the per­
formance ratings they give.
There is a direct connection between 
how hard I word and the sales I get.
People are lonely because they .49034
don't try to be friendly.
There's not much use in trying 
too hard to please people; if they 
like you, they like you.
What happens to me is my own doing. .46123
Sometimes I feel that I don't have 
enough control over the direction 
my life is taking.
Most of the time I can't understand .30960
why politicians behave the way they do.
In the long run the people are
responsible for bad government on a
national as well as on a local level.
Kuder-Richardson Reliability .70234
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differences on the characteristic one is attempting to 
measure and nothing else" (p. 65) . The fact that scales 
are reliable is a necessary, but not sufficient, indica­
tion that they are valid. Obtaining valid measures is 
crucial because only then can researchers be certain that 
study results are in line with objectives, and the rela­
tionships identified are true in nature.
Three types of validity were addressed for the
measures utilized in the present study. content or face 
validity assesses the extent to which the measures
selected are representative of the constructs in question. 
Through selecting appropriate items and purifying the
scale, this aspect of validity should be satisfied. The
process through which the various scales have been 
developed in the present study reflects positively on this 
aspect of validity.
In assessing the second form of validity, construct 
validity, both the theory which indicates relationships 
between constructs, and the measures of variables must be 
evaluated (Tull and Hawkins, 1976). Under ideal cir­
cumstances multiple methods would be used to measure each 
variable. For the present study only one form of measure­
ment was employed. The relatively simple structure of the 
factor analysis results provides some indication as to 
what the items are measuring and the extent to which it is 
being measured. Without different forms of measurements
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one cannot totally address the issue, but there is some 
evidence the scales have construct validity.
Whether the measures behave as expected is the second 
aspect of assessing construct validity (Churchill, 1979). 
If results indicate that the variables do not interact 
according to theory either the measures lack construct 
validity, or the theory is incorrect. Additional research 
would be required to determine which of these possibili­
ties is the case.
A necessary, though by no means sufficient, condition 
for the model to hold is that the individual relationships 
between variables be statistically significant, and of a 
magnitude warranting further interest. In addressing the 
third form of validity, predictive validity, the concern 
is with the accuracy, expressed by the correlation between 
predictor and criterion measures. The correlation between 
a predictor and criterion variable varies with a specific 
criterion but is seldom greater than .60. Aiken (1976) 
states: "That the proportion of variance in the criterion
that can be accounted for by the predictor equals the 
square of the correlation between predictor and criterion; 
typically not more than .36, or 36 percent, of the 
variation in the criterion score can be predicted from the 
preliminary analysis." Therefore, one should cautiously 
interpret the ability of a scale to predict behavioral 
outcomes. It should be stressed that these relationships
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are for the association among empirical indicants. The 
primary objective, therefore, is to infer the existence or 
non-existence of correlational direction. The meaningful 
relationships, however, are those hypothesized between the 
theoretical constructs.
To assess predictive validity, each directional 
relationship was tested using a Pearson correlational 
coefficient. Figure 4 presents a summary of the rela­
tionships with references documenting existence of each. 
It is important to realize here that the establishment of 
direction among the empirical indicators is of primary 
concern. Carmines and Zeller (1979) propose that no 
matter how desirable it may be to evaluate the magnitude 
of predictive-related validity coefficients, it is many 
times inapplicable due to the abstract nature of many 
social science concepts. Thus, directional representa­
tiveness may provide a more useful meaning at this point 
than the magnitude of the correlation itself.
Table 5-9 provides a summary of the results for the 
two-way relationships tested. The results indicate that 
of the 13 posited relationships, six show strong direc­
tional support. Two of the remaining relationships
exhibit moderate support, while the other five show only 
weak or marginal support. Caution is suggested in the
interpretation of those relationships exhibiting either 
moderate or weak support. While these relationships do
FIGURE 5-1
SUMMARY OF REFERENCES INDICATING 






C iting  Relationships
M otivation 
(Expectancy Theory)
1. D irec t re la tio n sh ip  




G o ttlie b  and Heneman
(1979), Reinharth
(1973), C h u rc h ill, 
Ford, and Walker 
(1978), Campbell and 
P ritchard (1976), 
Conolly (1976)
Job S a tis fa c tion 1. D irect re la tio n sh ip  
between job s a tis fa c ­
tio n  and job p e rfo r­
mance
2. D irect re la tio n sh ip  
between job s a tis fa c ­
tion  and need 
achievement
Porter and Lawler 
(1967), Lawler
(1973), Wanous
(1974), Sheridan and 
Slocum (1975),




(1980), Becherre e t. 
a l. (1982), Hines 
(1973)
Experience 1. D irec t re la tio n sh ip  
between s p e c ific  
experience (tenure) 
and job performance
2. D irec t re la tio n sh ip  
between general 
experience (time in 
r e ta i l in g j  and job 
performance
3. D irec t re la tio n sh ip  
between s p e c ific  
experience and 
in t r in s ic  reward 
valences
Cravens and Woodruff 
(1973), Beswick and 
Cravens (1977)
Weaver (1969),
Cothan (1959), Mosel 
(1952), K irschner 
(I96 0 ), Lamont and 
Lundstrom ( 1977), 
Busch and Bush 
(1978)
Morse ( 1953), Hulin 
and Smith (1965), 
Saleh (1964), Fried- 
lander (1966), 
Wernimont (1966), 








C iting  Relationships
Sex 1. D ire c t re la tio n sh ip  
between sex (males) 
and job performance
Swan and F u tre ll 
(1978), Busch and 
Bush (1978)
2. D irec t re la tio n sh ip  
between sex (males) 
and e x tr in s ic  reward 
valences
Shapiro and Stern 
(1975), Hulin and 
Smi th (1964), Busch 
and Bush (1978), 
Saleh and Hyde 
(1969)
Locus o f Control 1. D irec t re la tio n sh ip  
between locus o f 
contro l ( in te rn a l) 
and job  performance
Rychman, Gold and 
Roppa (1971),
Hi tc h e l, Smyser and 
Weed (1975)
Need Achievement 1. D irec t re la tio n sh ip  
between need achieve­
ment and job 
performance
Porter and Lawler 
(1968), W il1iams and 
S e lle r (1973), Iwaki 
and Lynn (1982), 
Hines (1973), F r i is  
and Knox (1972)
2. D irec t re la tio n sh ip  
between need achieve­
ment and expectancies
M itch, Smyser and 
Weed (1975), Deci 
( 1975), B irch , 
Atkinson and Borgort 
(1974)
3. D irec t re la tio n sh ip  
between need achieve­
ment and reward 
valences ( in t r in s ic )
Stern (1970), Hines 
(1973), Bagozzi 
(1980)
Self-Worth 1. D ire c t re la tio n sh ip  
between se lf-w o rth  
and job performance
Korman (1970), 




SUMMARY OF CORRELATION AND RESULTS DEMONSTRATING 
TWO-WAY RELATIONSHIPS IN HYPOTHESIZED MODEL
Hypothesized D ire c tio n a l Relationships____________________________________________________  Summary o f Results
D ire c t R e la tionsh ip  between M otiva tion  and 
Performance
D ire c tio n a l re la t io n s h ip  receives strong 
support. 18 o f  the 39 measures are in  the 
proper d ire c t io n  and s ig n if ic a n t  a t the 
p=.05 leve l o r b e tte r .  4 o f the remaining 
21 are a lso  in  proper d ire c t io n  and s ig n i­
f ic a n t a t the p=.10 le v e l.
D ire c t R e la tionsh ip  between dob S a tis fa c tio n  
and Performance
8 o f the 13 measures are in  the proper 
d ire c t io n  and s ig n if ic a n t  a t the p-.05 
leve l o r g rea te r. Based on these re s u lts  
the d ire c t io n a l re la t io n s h ip  receives 
support.
D ire c t R e la tionsh ip  between Job S a tis fa c tio n  The d ire c t io n a l re la t io n s h ip  is  s tro n g ly
and Need Achievement supported. Results ind ica te  a h ig h ly
s ig n if ic a n t  (p=.001) p o s it iv e  re la t io n s h ip  
between the in d ica n ts .
D ire c t R e la tionsh ip  between S p ec ific  
Experience (Tenure) and Job Performance
Eleven o f the 13 measures are in  the proper 
d ire c t io n  and s ig n if ic a n t  a t the p<r.0S 
leve l fo r  tenure g rea te r than 5 years. 
A lso , 7 o f  the 13 measures are s ig n if ic a n t  
in  the p o s itiv e  d ire c t io n  fo r  tenure o f 
less than 5 years. While th is  warrants 
fu r th e r  in v e s t ig a t io n , one may suggest 
d ire c t io n a l support is  weak, a t best.
TABLE 5-9 (Con't.
D ire c t R e la tionsh ip  between General Experience 
(Age) and Job Performance
D ire c t R e la tionsh ip  between Experience 
(Tenure and Age) and Reward Valences
D ire c t R e la tionsh ip  between Hale Gender 
and Job Performance
Males W ill Have a H igher D e s ire a b ility
fo r  In t r in s ic  Reward Valences Than Females
Although most o f the re la tio n s h ip s  are in  
the p red ic ted  d ire c t io n , on ly two measures. 
Helping Other Salespeople and Work-Related 
A t t i tu d e , are s ig n if ic a n t  a t the p<.10 
le v e l.  While re s u lts  in d ic a te  co rre la -. 
t io n a l d ire c t io n , in d ic a tin g  fu r th e r  
in v e s tig a tio n , s ig n ific a n c e  o f  the measures 
would suggest re je c t io n  o f the re la t io n s h ip .
Tenure g rea te r then 5 years ind ica te s  a 
h ig h ly  s ig n if ic a n t re la tio n s h ip  (p=.001) 
in  the proper d ire c t io n  w h ile  tenure less 
than 5 years ind ica tes  a h ig h ly  s ig n if ic a n t  
inverse re la tio n s h ip  (p=.001). When Age 
is  inc luded, c o rre la tio n a l d ire c t io n  e x is ts  
but a t a n o n -s ig n ific a n t le v e l.  Therefo re , 
Tenure supports the d ire c t io n a l re la t io n ­
sh ip , but the Age fa c to r  does no t.
8 o f the 13 measures in d ica te  s ig n ific a n c e  
in  the proper d ire c t io n  fo r  male employees. 
Three measures in d ic a te  s ig n if ic a n t  re la ­
tionsh ips  fo r  female employees since tw ice 
as many s ig n if ic a n t  re la tio n s h ip s  fo r  males 
than females support fo r  the d ire c t io n a l 
re la t io n s h ip  may be concluded.
In genera l, the d ire c t io n a l re la t io n s h ip  is 
not supported. Based on c o rre la tio n a l 
d ire c t io n  both sexes in d ic a te  h igher 
d e s ire a b il ity  fo r  in t r in s ic  reward valences.
TABLE 5-9 (Con't.)
D ire c t R e la tionsh ip  between Need Achievement 
and Job Performance
A D ire c t R e la tionsh ip  E x is ts  between Need 
Achievement and Expectancy Levels.
A D ire c t R e la tionsh ip  E x is ts  between Need 
Achievement and In t r in s ic  Reward Valences
C o rre la tio n a l d ire c t io n  ind ica tes  moderate 
support fo r  the re la t io n s ip . C o rre la tions  
are in  the proper d ire c t io n  fo r  both high 
and low work o rien ted  in d iv id u a ls . Seven 
o f the 13 measures are s ig n if ic a n t  a t the 
p .10 leve l fo r  high work o rien te d  in d iv i ­
duals in d ic a tin g  fu r th e r  in v e s tig a tio n  may 
be warranted.
Data ind ica te s  th a t a l l  in d iv id u a ls  have 
expectancy leve ls  in  the proper d ire c t io n , 
bu t those w ith  a strong work philosophy 
e x h ib it  high leve ls  o f expectancies.
Based on th is  data one may conclude th a t 
d ire c t io n a l support is  e s tab lish ed , but 
fu r th e r  in v e s tig a tio n  is  necessary.
Strong support fo r  the hypothesized d ire c ­
tio n  is  demonstrated. A l l  c o rre la tio n s  
are in  the proper d ire c t io n  w ith  a h ig h ly  
s ig n if ic a n t  (p=.05) c o rre la tio n  e x is t in g  
between high need achievement and in t r in s ic  
reward valences.
TABLE 5-9 (Con't.)
A D ire c t R e la tionsh ip  E x is ts  between Locus 
o f Control and Job Performance
A Direct Relationship Exists between Self 
Worth and Job Performance
A m a jo r ity  o f the re la tio n s h ip s  are s ig n i f i ­
cant in  the proper d ire c t io n  fo r  both 
in te rn a l and externa l groups. While th is  
may e s ta b lis h  d ire c t io n a l re la t io n s h ip , the 
data suggests th a t people in  general are 
o rien ted  toward perform ing c e rta in  a c t iv i ­
t ie s .  While th is  may in d ica te  weak support 
fo r  the d ire c t io n a l re la t io n s h ip , i t  a lso 
es tab lishes  the need fo r  fu r t lre r  in v e s t i­
ga tio n .
C orre la tions are in  the proper d ire c t io n  
w ith  10 measures being s ig n if ic a n t  beyond 
the p=.10 le v e l,  suggesting support fo r  
the d ire c t io n a l re la t io n s h ip j
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not indicate strong magnitude or significance, the cor­
related direction of the relationships generally are in 
the proposed direction. since the purpose of this
analysis was to explore directional relationships and not 
necessarily magnitude, evidence would suggest that further 
identification of these relationships is v/a rranted. 
Therefore, all constructs from the original model were 
retained for testing in a path model. A more detailed
description of these relationships appears in Appendix C.
PATH ANALYSIS MODEL
Based on theory, past research, and findings dis­
cussed earlier in this chapter, the hypothesized model 
will be evaluated using recursive path analysis. Recur­
sive path analysis is a procedure designed to estimate the 
magnitude of linkage relationships among a set of 
variables. This information is then utilized in making 
estimations or inferences concerning the underlying causal 
relationship among variable sets (Asher, 1976).
Path Coefficients
The results presented in this section are based on
the interpretation of path coefficients. These figures 
are identified through obtaining the least squared solu­
tion for the regressions of the dependent variables 
(effects) on the independent variables (causes) (Kerlinger
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and Pedhazur, 1973). Wright (1934) commented on the 
interpretation of path coefficients by viewing the statis­
tic as,
The faction of the standard deviation! of the 
dependent variable (with the appropriate sign) 
for which the designated factor is directly 
responsible, in the sense of the fraction which 
would be found if this factor varies to the same 
extent as in the observed data while all others 
(including residual factors) are constant.
(p. 162) .
Path coefficients were the statistic used in this 
study to assess the hypotheses as they correspond to the 
causal model. There has been some debate, however, over 
alternative statistics which have been used in the litera­
ture. Unstandardized coefficients, generally germed path 
regressions, have been utilized by several researchers 
(among them Tukey (1964) and Griffin (1977)) to evaluate 
causal relationships. In contrast, standardized path 
coefficients are presently seen as more appropriate for 
the evaluation of a particular model using a given data 
set because the analyst is investigating the structure of 
the model and not making multiple population comparisons 
(Wright, 1960; Kerlinger and Pedhazur, 1973; and 
Chmielewski, 1981). Use of standardization is par­
ticularly encouraged in instances where equivalent scales 
are not present. Under such circumstances, comparing path 
regressions across variables is virtually meaningless. 
The present research involved the use of noneguivalent
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scale measures and this, along with present practices, was 
the basis for reporting standardized path coefficients in 
this study.
Eight variables were tested in the model. In deter­
mining which paths to evaluate theory must be the 
overriding decision criteria. The data should be used to 
test existing theory, as opposed to a blind search to 
develop new theories (Kerlinger and Pedhazur, 1973). 
Means of evaluating path significance were identified in 
the previous chapter. In an effort to be as rigorous as
possible it was determined that path coefficients must
surpass two standards to be considered supportive of the
model. The standardized coefficient must be at least 
twice its standard error, and greater than .05 in magni­
tude to be considered supportive of the hypothesis and 
remain in the model. The first benchmark relates to the 
statistical significance of the relationship, while the
second considers the minimum level to warrant further 
investigation of the path.
In considering these findings several points must be 
reinforced. The results from a path analysis can only be 
considered as a test of the a priori explanatory scheme of 
the model. The technique is only capable of determining 
if the data was consistent with the model. Kerlinger and 
Pedhazur (1973) stressed that no proof of causal rela­
tionships is provided by recursive path analysis. The
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method can provide support, or lack of it, for the 
theoretically developed system of relationships. Any 
statements regarding causation refer only to a weak causal 
ordering among variables. True causation can only be 
assessed through measures at various points in time.
Cross-Validation of Results
Table 5-10 presents the results from the random 
division of the total sample into two groups for the 
purpose of cross-validation. The tested model was run for 
both segments and resulted in identical paths remaining in 
the revised version for both groups. Least squared solu­
tions were found for the regression of job performance on 
motivation, need achievement, job satisfaction, self 
worth, and locus of control. Only small deviations were 
noted between the resulting path coefficients and standard 
errors for the two groups. A Chow Test (1960) utilizing a 
1 0 % validation group was conducted to determine if the 
differences between the two groups were significant. The 
test of the sum of squares residuals for the first 
equation indicated no difference was present (F=1.21, 
p<.25). A similar result was found in comparing the two 
job performance/job satisfaction relations (F=1.80, 
p<.25). Therefore, the two groups were merged for the 
final phase of data analysis. All results are based on a 









COMPARISON OF PATH ANALYSIS RESULTS FROM TWO 
RANDOM SAMPLES FOR CROSS-VALIDATION PURPOSES
Sample 1 Sample 2
_______ (N=236) _______ (N=236)______
Path Standard Path Standard
Coefficient Error Coefficient Error
JP .321 .041 .311 .041
JP .298 .041 .286 .041
JP .307 .041 .316 .041
JP .411 .039 .381 .040
JP .164 .043 .138 .043
HYPOTHESIS ASSESSMENT
Motivation's Influence on Job Performance
1As motivational levels increase (as measured by 
expectancy theory), it was hypothesized that the retail 
employee's job performance would increase accordingly. 
Results indicate support for this position. As indicated 
in Table 5-11, a path coefficient of .316 was identified 
for the relationship with a standard error of .040 
(F=69.34, p<,001). Removal of all unsubstantiated paths
from the equation had no impact on the path coefficient 
and reduced the standard error only slightly to .037. 
Based on these results, is supported.
Job Satisfaction's Influence on Job Performance
It was hypothesized that when job satisfaction of the 
retail employee was high, increases in job performance 
would result. Table 5-11 indicates that when the 
employees' satisfaction level was above the mean level on 
the job satisfaction scale (3.84 on the 5-point scale) a 
path coefficient of .311 with a standard error of' .041 was 
obtained (F=3.35, p<.05). These figures indicate support 
for anĉ  the inclusion of the path in the model.
Influence of Job Satisfaction on Need Achievement
Hypothesis three addressed the relationship between 
job satisfaction and need achievement. On the basis of
TABLE 5-11
PATHS, PATH COEFFICIENTS, AND STANDARD ERRORS 
AS THEY APPLY TO THE TESTED MODEL (FIGURE 5)
Path Standard
Path Coefficient Error
Motivation ---------------- ► Job Performance .316 .040
Experience---------— --------► Job Performance (specific) .309 .035
Experience ---------- -------p Job Performance (general) .006 .037
Sex------------------------► Job Performance . 0 2 2 .098
Need Achievement ----- -------» Job Performance .309 .029
Job Satisfaction----- ----- ► Job Performance .311 .041
Self Worth----------- ------- p Job Performance . 160 .031
Locus of Control------------► Job Performance .030 .029
Need Achievement -----------► Motivation (Expectancies) .184 .030
Sex -------— ---------—  ► Motivation .287 .082
Experience ---------------- ► Motivation .300 .092
Job Satisfaction----------- ► Need Achievement .175 .032
Need Achievement ---- ------ ► Motivation (Valences) .241 . 0 2 2
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the cited research it was proposed that as the employee's 
level of satisfaction with the job increased the need to 
achieve would also increase. The results contained in 
Table 5-11 show a path coefficient of .175 with a standard 
error of .032. An F-test indicated a highly significant 
path, F=5.31, p<.05. On the basis of these results, there 
was support for and the inclusion of the job
satisfaction— need achievement path in the model.
Influence of Experience on Job Performance
The amount of time a retail salesperson has spent 
with a particular retail institution was hypothesized as 
having a positive influence on the individual's job 
performance. A path coefficient of .309 was identified 
for this relationship with a standard error of only .035 
and an F=27.84, p<.001 (see Table 5-11). Based on these 
results is supported and the tenure— job performance
path is included in the model.
Hypothesis five addressed the relationship between 
general experience (length of time working in the retail 
industry) and job performance. It was proposed that as an 
individual's experience increases due to length of time 
working in the retail environment so would the level of 
job performance. The data analysis resulted in a very 
small path coefficient (p=.006), and a comparatively large 
standard error (s.e.=.037). The Simple R (R=.186), F-test
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(F=1.14, p<.25) and correlation coefficient (r=.57), gives 
an indication that while the path coefficient was not 
meaningful or significant, there was a relationship 
tfetween the one indication of the presence of multi­
colinearity in the data, or the possibility of a spurious 
case due to the presence of a third variable impinging 
upon the two.
As a procedure for testing for the presence of multi­
colinearity Gujarati (1978) recommends regressing suspect 
explanatory variables on all other independent variables 
in the model. The results of the procedure indicated a 
significant regression coefficient between specific 
experience and general experience (b=.58). No other 
coefficients were at significant levels. Using the 
following formula it was determined that general 
experience was significantly colinear with specific 




where K equals the number of explanatory variables and R2 
is the coefficient of determination in the regression of 
general experience on the remaining explanatory variables.
Given that specific experience had a strong path 
coefficient and general experience a weak one, and the two 
were strongly correlated, the indication was that multi­
colinearity was affecting the results. By dropping the
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general experience variable one runs the risk of creating 
specification bias. Given the nature of the data, the 
strength of the relationships, and the relative importance 
of the variables in an explanatory sense, the decision was 
made that the deletion of general experience to job 
performance was appropriate. Specific experience appears 
to be a suitable surrogate for the experience variable, 
representing the abilities acquired over time. Thus, in 
this instance, time on the job at the specific retail firm 
as opposed to time working in the retail industry was used 
as the experience variable.
Influence of Experience on Reward Valence Desirability
It was hypothesized (Hg) that retail salespeople who 
have higher tenure levels with a particular store would 
elicit greater desirability for intrinsic rewards. The 
findings from the present data supported this proposition. 
A path coefficient of .300, with a standard error of .092 
{and an F=99.14, p<.001), was produced from the analysis. 
Based on these figures one may conclude that the two 
variables are significantly related. The data suggests 
that as the tenure level of the retail salesperson 
increases so does the desirability for intrinsic rewards 
associated with the job.
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The Gander-Job Performance Relationship
It was hypothesized that males would achieve higher 
levels of performance than females on various performance 
dimensions (Ĥ ) and they also would express higher 
desirability for intrinsic rewards (Hg) from their jobs. 
Due to the nominal nature of the data on this variable, a 
dummy variable was established and coded in the following 
manner: 1 = males, 0 = females. Considering Hg first, by
regressing the performance variable on gender, a path 
coefficient of . 022 was obtained, with a .098 standard 
error. The path was not considered significant (F=0,34, 
p<.7) and, therefore, was removed from the model.
Hypothesis eight proposed that men would express 
higher desirability for intrinsic related rewards than 
their female counterparts. The obtained path coefficient 
of . 287 and a standard error of .082 indicated the rela­
tionship to hold true in a significant manner (F=27.51, 
p<.001). Based on this data set, one must accept the 
hypothesis that sex and intrinsic rewards are related, 
therefore allowing the path to remain in the model.
Need Achievement Relationship
Three hypotheses were developed concerning the rela­
tionships of need achievement in the model. First, it was 
hypothesized that need achievement would have a direct 
relationship on the job performance of the retail
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salesperson. A path coefficient of .309 with a standard 
error of .029 was obtained. An F=8 6 . 6 6  and p<.001
indicates support for Hg and the inclusion of the path in 
the model.
Hypothesis ten stated that a direct relationship
would exist between need achievement and the level of 
expectancies expressed by the retail salesperson. A path 
coefficient and standard error of .184 and .030, respec­
tively, was produced with an F=7.63, p<.05. These figures
indicate support for H^g and the inclusion of the path in
the model.
Hypothesis eleven addressed the relationship between 
need achievement and reward valences. It was proposed 
that as the need achievement level increased so would the 
desirability for intrinsic rewards among retail sales­
people. The results contained in Table 5-11 show a path 
coefficient of .241, a standard error of .022, and an 
F=53.81, p<.001, for the two variables in the model. On 
the basis of these results, there was support for and
the inclusion of the need achievement— reward valence path 
in the model.
The Influence of Locus of Control 
on Job Performance
Hypothesis twelve addressed the relationship between 
locus of control and job performance. Job performance was 
proposed as being greater for those retail salespeople who
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indicated an internal control orientation as opposed to 
those with an external control orientation. Due to the 
rfominal nature of the data, dummy variables were created. 
Internal control was coded as "1" and external control as 
"0". The path analysis results (Table 5-11) indicated a 
small path coefficient with a large standard error 
(p=.030, s.e.=.029). An F-test indicated a non­
significant relationship (F=1.77, p<.67). Based on these 
non-significant results, it was concluded that for the 
present data the two variables are not related and thus 
the path should not be included in the model.
The Influence of Self Worth on 
Job Performance
The final hypothesis ^ 3 3 ) tested in this study 
addressed the impact of self worth on job performance. It 
was hypothesized that increasing levels of self worth 
would have a positive influence on a retail salesperson's 
job performance. The results presented in Table 5-11 
indicate that the path coefficient for this relationship 
in the tested model was .160 with a standard error of 
.031. Based on the two criteria used to evaluate path 
coefficients and an F=4.93, p<.05, it was appropriate that 
this path remain in the model. Thus, there was support 
for the hypothesis that self worth influences job 
performance.
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Evaluation of the Model
The calculation of the size of path coefficients and 
their relative magnitude in comparison to their respective 
errors can provide input as to the appropriateness of 
individual paths in the model. This analysis, however, 
offers little indication as to the appropriateness of the 
model itself. Two methods which can be used to evaluate 
the framework are the R2 values from the least squared
solution to the regression of the effect variables on the 
causes, and the precision with which the model reproduces 
the correlation matrix for the variables in the system. 
The latter form of evaluation has often been omitted from 
marketing studies utilizing path analysis.
To apply the first method one would examine the
percent of deviation in the main effect variable (job 
performance) which has been explained by the causal or 
independent variables which were not included in the 
model. Tenure (previously stated as specific experience), 
motivation, need achievement, job satisfaction and self 
worth were found to account for slightly over 45 percent 
of the variability in job performance (F=84.4, pc.001). 
While this figure is not particularly high, values in this 
range appear to be fairly common in marketing studies 
utilizing path analysis (Churchill and Moschis, 1979). 
Duncan (1975) stated that while the percent of variation
left unexplained is of concern in evaluating causal
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models, frameworks should not be rejected solely on the 
basis of low to moderate R 2 values. This aspect of the 
model's performance, however, must be considered in 
evaluating the various paths and the completeness of| the 
explanatory power of the framework.
The reconstruction of the original matrix of the 
correlation between model variables provided an indication 
as to what had been lost in an effort to develop a more 
parsimonious model. Kerlinger and Pedhazur (1973) stated 
that if discrepancies are small between the original and 
reconstructed matrices (in the area of .05), the deletion 
of paths not included in the revised model can be con­
sidered justified. Minor, yet important, discrepancies 
were noted for the following variable pairs: self worth
— job performance (.116) and tenure— job performance 
(.113). These results indicate the potential presence of 
moderating effects within the relationship.
Summary
In summary, the analysis of the tested model has 
indicated that much of what had been proposed was sup­
ported by the data. Motivation, need achievement, job 
satisfaction, tenure and self worth appears to impact the 
job performance of retail salespeople. Both gender and 
age, for different reasons were removed as an influence on 
job performance. The model itself demonstrated strong
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performance in most areas. However, its explanation of 
self worth and tenure with the job performance variable 
are areas for improvement.
In the final chapter, these results will be discussed 
and interpreted in the context of the present research 
setting. Potential areas for enhancement of the model's 
performance are identified, along with implications for 
researchers and practitioners who attempt to further 






















RESEARCH CONCLUSIONS AND IMPLICATIONS
The results from the path analysis of the tested 
model produced some reinforcement of existing theories in 
the job performance area. There were, however, some 
findings which go somewhat against the grain of previous 
theory and research. Several of these discrepancies can 
be addressed based on the specific nature of the data 
utilized in the present study. Others raise issues that 
can only be dealt with through future research efforts in 
this important area of retailing. The focus of this 
chapter is the discussion of these important issues, and 
the assessment of the implications of the present find­
ings for individuals involved in motivating, and studying 
the motivation of, retail salespeople.
The Revised Model
As a result of the data analysis, a revised model is 
presented in Figure 6. This section will involve a 
discussion of the paths that remained in, and those that 
were excluded from, this framework. Looking first at the 











spent on the specific job was shown to have substantial 
impact on job performance. In a turbulent industry such 
as retailing, which depends heavily on repeat business, 
the development of a consumer base over time can have a 
substantial impact on a salesperson's performance 
figures. This tenure variable also represents knowledge, 
both in terms of product and customer, which can only be 
gained through time on the job. Specific experience, 
renamed tenure, thus remained in the revised model.
A salesperson's tenure was also found to impact the 
desirability for intrinsic reward valences (Hg). Those 
salespeople who possessed tenure levels of greater than 
five years indicate that the relationship held true. 
This relationship supports the earlier work of Oliver 
(1974) . The results suggest that intrinsic reward 
desirability becomes more important than extrinsic 
rewards due to the belief that time spent with the 
particular institution increases the probability for 
promotion and advancement. Therefore, based on the 
results obtained, the experience— reward valence path 
remains in the revised model.
While tenure was found to have a significant and 
strong impact on job performance and reward valences, 
such was not the case for general experience indicated by 
the age variable included in the equation. Analysis of 
the data failed to show a significant effect for age on
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job performance. The key explanation for the low path 
coefficient was the high correlation found between the 
age and tenure variables. The presence of multi­
colinearity is a potential problem for studies involving 
many job positions, as time in life and time on the job 
tend to increase in a parallel fashion. The regression 
of age on tenure indicated that multicolinearity was 
present in the data at a significant level. For the 
present study it was determined that tenure was a mor® 
meaningful variable which was, in fact, serving as a 
surrogate measure for age. In studies addressing other 
job areas this may or may not be the case. Due to the 
stronger level of association between tenure and job 
performance, age {general experience) was removed from 
the revised model.
The hypotheses involving the salesperson's gender 
(Ĥ ) on job performance was found not to exist for the 
present study. While previous research by Shapiro and 
Stern (1975), Weaver (1974) and Busch and Bush (1978) had 
indicated that women were potentially less productive on 
their jobs, such was not the case for the females in the 
present sample. No significant difference was found. 
Perhaps meaningful changes have taken place due to the 
great strides made by women in the labor force during the 
1970s and early 1980s. While there may still be 
instances, due to job characteristics, where women are
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less productive, for the members of the present sample 
such was not the case. Additionally, one should keep in 
mind that the sample contained only 30 percent females 
which may have impacted this relationship. The path fromI
gender to job performance is therefore not included in 
the revised model.
While gender was found to have a non-significant 
influence on job performance, such was not the case when 
exploring the gender— reward valence relationship. A 
salesperson's gender was found to have a significant 
impact on the desirability for intrinsic rewards. The 
fact that differences in intrinsic desirability were 
found between salespeople may be due to the fact that 
males are striving more toward career paths in the 
company (advancement to management, more control over 
decision making, etc.). Based on these results, the path 
between the two variables was included in the revised 
model.
Locus of control, hypothesized as a positive 
influence on job performance, was identified as being a 
less than meaningful and non-significant influence. 
Apparently, control of one's events and job-related 
activities was a less important consideration in the 
success of the retail salespeople studied. Due to the 
structure and routinized activities associated in retail 
sales, the ability to shape one's job activities such as
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negotiating prices and handling consumer complaints may 
be extremely limited. Based on the results from the
present study, locus of control was not included in the 
revised model.
With regards to the role of the self worth as a 
component of the job performance framework, results were 
very positive. As was hypothesized ( ^ 3 ) from Korman's
(1970) early work in the area, and research in the
industrial sales area by Bagozzi (1980), a salesperson's 
feeling of competency in performing certain aspects of 
their job did have an impact on his/her job performance. 
The results supported the proposition that when an 
individual perceives himself or herself to be capable in 
the performance of their job, the tendency is to perform 
at a level consistent with this positive self-image. 
Salespeople who see themselves as lacking in key areas 
will tend to perform at levels consistent with these 
negative feelings. The self worth path to job per­
formance was supported and it remains in the revised 
model.
Analysis of the data showed a significant effect
regarding job satisfaction to job performance (Hp). In
support of past research in the area, a significant path 
coefficient was obtained for the relationship. The 
results were also found to be supportive of the con­
tention that job satisfaction has an impact on need
achievement (H^}. The nature of the work itself was 
identified as being important, not just from the per­
spective of having satisfied workers, but also as an 
influence on productivity as well as striving to increase 
productivity. Job satisfaction has been identified as a 
major determinant in the decision to go to work on a 
particular day, remain with the particular retail insti­
tution, as well as striving for more productive outcomes 
by the salespeople. The relationships between the 
variables are thus important issues influencing human 
resources in the retail institution. On the basis of the 
results obtained, this integral part of the model remains 
intact in the revised version.
Motivation was found to be significantly related in 
a positive direction to performance criteria. This 
findings is consistent with a number of theories sug­
gesting that motivation can directly impact performance 
behavior (Schwab, Olian-Gottlieb, and Henemen, 1979; 
Pritchard, 1976; Conollv, 1976). For the sample studied, 
it appears that for those salespeople highly motivated 
the higher their performance levels. This may be the 
result of differential coping abilities on the part of 
the employee. The highly motivated salesperson may be 
affected by certain job-related activities to the point 
where accomplishment of these activities create a 
challenge, while the salesperson lower in motivation may
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find those same activities ambiguous, anxiety provoking 
and even frustrating. Overall, the path was highly 
significant and remained in the revised model.
Need achievement was hypothesized to be directly 
related to performance. Results indicated significant 
support for this position. The data indicated that those 
salespeople exhibiting higher needs to achieve also 
occupied high performance levels. Apparently need 
achievement has an effect on performance, whereby, those 
salespeople who have a greater need toward work orienta­
tion indicate the need by performing certain job-related 
functions more positively than their low need achievement 
counterparts.
The findings relating need achievement to the moti­
vational component of expectancies exhibit similar 
significant results. Need achievement was found to be 
positively related to expectancies. These results appear 
to indicate that those retail salespeople with a high 
need to achieve place a greater magnitude on job-related 
dimensions that produce greater output.
Finally, need achievement was found to be positively 
and significantly related to the motivational component- 
reward valences. Those retail salespeople exhibiting 
high need to achieve place greater desirability in 
intrinsic rewards. These results suggest that not only 
may high need achievers be intrinsically motivated, but
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also they are intrinsically driven toward those rewards 
which offer them higher prestige or greater recognition 
within the retail institution. In summary, all three 
paths associated with the need achievement construct 
indicated significant relationships, and, therefore,
* mremained in the revised model.
Considering the overall model itself, the results 
provided positive outcomes. The basic core of this model 
with its roots in behavioral theory was supported by the 
path analysis. Despite this support, the percentage of 
variance explained in the effect variables by the causal 
variables in the model was not extremely large. Such 
results indicate that there are unmeasured exogenous 
variables which were having an impact on the 
salesperson's job performance. Before a greater 
understanding of the processes involved can be realized, 
these additional variables must be identified.
DIRECTIONS FOR FUTURE RESEARCH
As with- most empirical studies at this stage of 
development in the retailing area, the results obtained 
represent one step in a process which is indeed a long 
one. Much work remains to be done and many questions 
must be answered. These answers will but lead to 
questions that have not yet been asked. This section 
attempts to provide some guidelines for future research
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endeavors, for it is only through a systematic research 
program that knowledge in a particular area can be truly 
advanced.
Theoretical Implications
From a theoretical perspective the results provide 
support for the development and evaluation of models 
containing relationships of variables to job performance. 
As was stated in Chapter 4, the dearth of this 
perspective may have been premature and was based on the 
evaluation of job performance as a single construct. The 
processes involved are not simple. Efforts to examine 
job performance as the single cause, or result, of uni­
dimensional constructs show a lack of understanding of 
the complexities present in work in general, and personal 
selling at the retail level in particular. This 
dissertation attempted to increase the level of under­
standing of the relationships between the variables 
involved in this many faceted process known as work.
Future investigations in the job performance area 
will hopefully include more in-depth assessments of the 
variables involved. The scales identified for the con­
structs in the present study did demonstrate acceptable 
levels of reliability and the resulting factor structure 
also reflected positively on the instruments. Primarily, 
the performance scale with a simple structure factor
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loading indicated evidence of construct validity. Future 
efforts, however, should assess these areas in greater 
depth and allow a more complete assessment of validity. 
The opportunity to collect data by way of multiple- 
methods for this specific purpose would provide the 
researcher with greater certainty and more flexibility in 
the analysis of the data.
A major limitation of this study and any study that 
involves the collection of data at one point in time was 
that only weak causal orderings could be addressed. 
Using information of this type only allows one to deter­
mine if there is support for the theoretically based 
model. Determination of the true direction of causation 
between two variables cannot be made with certainty. 
Future studies need to collect data at well thought out 
intervals over time and involve and utilization of more 
in-depth analysis techniques such as LISREL.
This model, or other models assessing the rela­
tionships of variables associated with job performance 
need to be tested on more diverse retail institutions. 
Due to the specific classification of retail firms used, 
the external validity of the results obtained is subject
to question outside of the sample used in this study.
Hopefully, other settings, possibly ranging from discount 
stores to specialty stores, will provide more meaningful 
comparisons between retail salespeople.
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One feature of future studies which could enhance 
the explanatory power of this model or other models would 
be to include both present and former employees of the 
retail firms in the sample. The sample used in this 
study was very homogeneous in that all salespeople were 
still working for the organization. Greater variability 
in responses and higher model performance might be
achieved if a more heterogeneous sample was used. This 
is an important limitation of many studies in the
retailing area.
The final suggestion for future research endeavors 
is the identification of additional variables which could 
result in the explanation of a larger percentage of the 
variability in the effect” variables. Areas which might 
be fertile include: an assessment of both product and
customer knowledge, prior related work experience, and 
the employee's relationship with his or her immediate
supervisor.
These are but a few areas where the outcomes from 
the present study may contribute to future research 
efforts. It is mainly through its contribution to a 
stream of research that the true worth of this study can 
be assessed. In the next section some preliminary
directions for the practice of retailing derived from the 
present study will be identified. It is stressed that 
these implications are preliminary in nature and are, in
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fact, dependent on the performance of additional research 
of the type outlined previously.
Implications for Retail Managers
The process of improving salespeople's performance 
levels is a critical "aspect of the human resource 
function in retailing. Sales figures are nothing more 
than the sum total of the results for each individual 
salesperson. Clearly, the abilities to hire, train, 
motivate, and retain good quality people are major 
reflections on the success of the human resource process. 
Answers to the questions of how best to perform these 
functions are not provided here. The results from the 
present study do provide some guidance for practitioners 
in these areas.
The results reflecting on the relationship between 
behavioral constructs and job performance indicated the 
importance of structuring retail sales positions in such 
a fashion that they will provide important and meaningful 
work for the employees. Effort to improve this aspect of 
retail sales jobs must be done with a consideration of 
the difference between job enlargement (more tasks) and 
job enrichment (more meaningful tasks). It is true that 
retail sales positions, as with all other occupations, 
can never have all the mundane tasks removed.
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Providing salespeople with a feeling of competency 
was also shown to have an impact on sales performance. 
One way to enhance a person's self-image of his or her 
ability to do the task is to provide^ training that 
teaches him or her how to do it. Reinforcement of an 
individual's positive performance in key aspects of the 
retail sales environment can also have an impact on the 
person's self-esteem, which can influence how successful 
he/she is.
Tenure was found to have impact on job performance. 
Keeping quality people in the organization for long 
periods of time has often been recognized as a key to the 
success of a company.. Greater understanding of the 
relationship between job satisfaction, reward structures, 
and turnover could provide assistance in this area. The 
identification of this topic as a priority item in many 
organizations and studies presently being conducted by 
numerous researchers should provide additional insight in 
this area.
What factors affect the motivational level of retail 
salespeople is a question which cannot be answered from 
the present study. A salesperson's performance level was 
found to be influenced by motivation as well as need 
achievement. This appears to be a key area for firms to 
investigate both through monitoring present employee
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attitudes and carefully conducting exit interviews for 
those salespeople who leave the organisation.
Such guidelines are presented in an attempt to form 
a bridge between theory and practice in fche retailing 
area. The preliminary nature of these comments must be 
stressed. Previously outlined limitations of the 
research upon which these implications were developed 
should be kept in mind when considering the relevance of 
these comments for a particular retail situation.
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APPENDIX A
L E T T E R
Associates:
We would appreciate your cooperation and opinion regarding the 
attached survey questionnaire which is being sent to a l l  f lo o r  sales 
associates. The survey is  an attempt to determine opinions, in te res ts ,  
and a tt i tudes  toward aspects such as job a c t iv i t ie s  and working 
conditions w ith in  the store environment. When we get your responses, they 
w i l l  be compiled to represent an overa ll p ro f i le  o f  the Maas Brothers 
sales associate.
The survey w i l l  be analyzed by Robert P. Bush, a doctoral student 
in marketing, who is  completing his d isse rta t ion  on re ta i l  salespeople 
and th e i r  a t t i tu de s .  Mr. Bush is cu rren t ly  teaching in the Marketing 
Department at the Univers ity  o f  South F lor ida. He w i l l  summarize the 
in te re s t  and opinions o f our associates and re la te  them to recruitment, 
t ra in in g ,  and other company p o l ic ie s ;  The resu lts  o f the study should 
help us be tte r  t a i l o r  our re c ru i t in g ,  se lec t ion , t ra in in g  and 
scheduling procedures.
We are not interested 1n knowing which p a r t ic u la r  sales associate 
answered what sp e c i f ic  question, rather we are interested in the overall 
d if ferences and d is t r ib u t io n  o f  the e n t i re  f lo o r  sales grouo. Your response 
to the survey w i l l  be kept completely anonymous. In fac t ,  do not ind icate 
your name on the survey. Part o f  the survey w i l l  give us ins ights  in to  
your desires and needs and may help us react b e tte r  to those needs.
Please f i l l  out the survey and return i t  back to th is  o f f ic e  by 
February 5.
Thank you fo r  your cooperation.
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For each o f the fo l low ing  items, se lect the one best statement (e i th e r  a or b) 
which best f i t s  your r e l ie f s  about the statement. For example, i f  you agree 
more with a than b fo r  the question, c i r c le  a:
Question #0: a. People are, e t c . . . .
b. We might f e e l , e t c . . . .
I f  you are unsure about your choice o f  a or b fo r  any item, please give your best 
guess. Remember to answer al 1 items.
1. a. Many o f  the unhappy things in people's l ives  are p a r t ly  due to bad luck, 
b. People's misfortunes resu lt  from the mistakes they make.
2. a. One o f the major reasons why we have wars is  because people don't take
enough in te re s t  in p o l i t i c s ,  
b. There w i l l  always be wars, no matter how hard people t r y  to prevent them.
3. a. In the long run people get the respect they deserve in th is  world.
b. Unfortunately, an in d iv id u a l 's  worth often passes unrecognized no matter 
how hard he t r ie s .
4. a. The idea tha t supervisors are u n fa i r  to employees is  nonsense.
b. Most employees don 't  rea lize  the extent to which th e i r  performance is
influenced by accidental happenings.
5. a. Without the r ig h t  breaks one cannot be an e f fe c t iv e  leader.
b. Capable people who f a i l  to become leaders have not taken advantage o f
th e i r  opportun it ies .
6. a. No matter how hard you t r y  some people ju s t  d on 't  l ik e  you.
b. People who don 't  get others to l i k e  them don 't  understand how to get 
along with others.
7. a. I have often found that what is  going to  happen w i l l  happen.
b. Trusting to fa te has never turned out as well f o r  me as making a
decision to take a d e f in i te  course o f  action.
8. a. In the case o f the well prepared salesman there is  ra re ly  i f  ever such
a th ing as an u n fa i r  performance evaluation, 
b. Many times performance c r i t e r ia  tend to be so unrelated to actual
performance that deta i led  planning is  re a l ly  useless.
9. a. Becoming a success is  a matter o f  hard work, luck has l i t t l e  o r  nothing
to do with i t .
b. Getting a good job depends mainly on being in  the r ig h t  place at the 

























2 1 .  a 
b
22. a b
The average c i t iz e n  can have an influence in government decisions.
This world is  run by the few people in power, and there is  not much 
the l i t t l e  guy can do about i t .
When 1 make plans, I am almost certa in  that I can make them work.
I t  is  not always wise to  plan too fa r  ahead because many things turn
out to be a matter o f  good o r  bad fortune anyhow.
In my case gett ing  what I want has l i t t l e  or nothing to do with luck.
Many times we might ju s t  as well decide what to do by f l ip p in g  a coin.
Who gets to be the boss often depends on who was lucky enough to be in 
the r ig h t  place f i r s t .
Getting people to do the r ig h t  th ing depends upon a b i l i t y ;  luck has 
l i t t l e  o r  nothing to do w ith  i t .
As fa r  as world a f fa i r s  are concerned, most o f  us are the victims o f
forces we can ne ither understand, nor con tro l .
By taking an active  part in p o l i t i c a l  and social a f fa i r s  the people can
control world events.
Most people don 't  rea lize  the extent to which th e i r  l ives  are controlled 
by accidental happenings.
There re a l ly  is no such th ing as " luck".
I t  is  hard to know whether or not a person re a l ly  l ikes  you.
How many fr iends you have depends upon how nice a person you are.
In the long run the bad things tha t happen to us are balanced cy the 
good ones.
Most misfortunes are the resu lt  o f  lack o f  a b i l i t y ,  ignorance, laziness, 
or a l l  three.
With enough e f f o r t  we can wipe out p o l i t i c a l  corruption.
I t  is  d i f f i c u l t  fo r  people to have much contro l over th ings p o l i t ic ia n s  
do in o f f ic e .
Sometimes I can 't  understand how supervisors a rr ive  a t the per-'ormance 
ratings they give.
There is  a d i re c t  connection between how hard I work and the sales I get.
Many times I feel that I have l i t t l e  inf luence over the things that 
happen to me.
I t  is  impossible fo r  me to believe that chance o r  luck plays s '  important 
ro le  in my l i f e .
People are lonely because they don 't  t r y  to be fr ie n d ly .
There's not much use in t ry ing  too hard to please people; i f  t-ey l ike  
you, they l ik e  you.
What happens to me is  my own doing.
Sometimes I feel that I don 't  have enough control over the d irec t ion  
my l i f e  is  taking.
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23. a. Most o f the time I can 't understand why p o lit ic ia n s  behave the way they io .
b. In the long run the people are responsible fo r  bad government on a
nationa l as well as on a loca l le v e l.
PART I I :  *
In order th a t I may gain a b e tte r understanding o f r e ta i l  salespeople - -  how they 
fe e l,  th in k , reac t, and so on - -  please ind ica te  your responses to the fo llow ing  
statements concerning how you feel about yo u rse lf and aspects o f your emotions and 
behavior. Ind icate  whether each statement is  e ith e r  very much l ik e  you o r very 
much un like  you, using the scale provided below. Please answer a l l  questions.
very ne ithe r
much l ik e  me nor very much
lik e  me l ik e  me un like  me un like  me un like  re
1. People seem to be in te rested
in  g e ttin g  to know me b e tte r  _ __ __________ _______ _______ _______
2. I'm usua lly  qu ite  confident 
when learn ing  a new game
or sport        _  _______
3. I t ' s  easy fo r  me to s tr ik e  
up a conversation w ith
someone ______  ______  _______ _______ _______
4. I o ften wish I were more 
outgoing
5. I'm considered a leader 
in  my socia l c irc le
6 . I ra re ly  fee l se lf-conscious 
in  a group
7. I enjoy s ta tin g  my opinions 
in  f ro n t o f a group
8 . I make a b e tte r  fo llo w e r 
than a leader
9. I'm seldom a t a loss fo r  
words
10. I'm not the type o f person 
one remembers a f te r  one 
meeting
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11. I'm  111 a t ease when I meet 
new people
12. I have never been a very 
popular person
13. My behavior would be qu ite  
awkward i f  I had to  apply 
fo r  a loan from a bank
PART I I I :
Salespeople d i f f e r  in  th e ir  a ttitu de s  and preferences toward work, th e ir  jo b , le isu re  
a c t iv i t ie s .  Please ind ica te  your level o f agreement or disagreement fo r  each o f the 
fo llow ing  questions. Since there are re a lly  no co rrect or wrong answers and since 
some salespeople w i l l  agree w ith  a p a r t ic u la r  question while  others may disagree with
i t ,  please answer the f i r s t  response th a t comes to mind. Please answer a ll  questions
Strongly Strongly
Agree Agree Undecided Pi s agree Disagree
1. I feel the most important 
th ing  about work is  the
chance i t  o ffe rs  to get
ahead ______ ______ _______ _______ _______
2. The most important q u a lit ie s  
o f a person are determ ination 
and ambition
3. I spend a lo t  o f time th ink ing  
about how to  improve my chances 
fo r  ge ttin g  ahead _
4. I would much ra the r re lax 
around the house a l l  day than 
go to work _
5. Getting money and m aterial 
things out o f l i f e  is  very 
important to me _
6 . My work is  more s a tis fy in g  to 
me than the time I spend around 
the house
7. I t  is  important to me to own 
m ateria l th ings such as a car, 
home, or c lo th in g , which are 
a t leas t as good as those o f 
my neighbors and friends
8 . To me my work is  ju s t  a 
way o f making money
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Strongly Strongly
Agree Agree Undecided Disagree Disagree
9. I enjoy my spare time 
a c t iv it ie s  much more than
my work ______  ______ _______  _______  _______
10. I'm very anxious to get 
much fu rth e r ahead
11. The work I do is  one o f the 
most sa tis fy in g  parts o f my 
l i  fe
12. I have sometimes regre tted  
going in to  the kind o f  work 
I am in now
13. Getting ahead is  one o f the 
most important things in  
1 i fe to to me
14. Some o f my main in te re s ts  
and pleasures in  l i f e  are 
connected w ith  my work
15. I f  I inhe rited  so much money 
th a t I d id n 't  have to work,
I would s t i l l  continue to 
work a t the same th ing I 
am doing now
PART IV:
Now I would l ik e  to ask you a number o f questions about yo u rse lf and your re la tio n  
to your job and other a c t iv i t ie s .  Please ind ica te  your leve l o f agreement or d is ­
agreement as i t  perta ins to the fo llow ing  questions. Please answer a l l  questions.
Strongly Strongly
Agree Agree Undecided Disagree Disagree
1. My work is  challenging_______________________ _______ _______ _______
2 . fly job is  often d u ll and
monotonous ______ ______ _______  _______ _______
3. I have a good chance fo r  
promotion
4. My pay doesn't give me much 




Agree Agree Undecided Disagree Disagree
5. My customers blame me fo r  
problems th a t I have no
contro l over ______ ______  _______ _______ _______
6 . My fe llo w  workers are 
in te l l ig e n t
7. My manager doesn't seem to 
try  hard to get our problems 
across to top management
8 . Compared w ith  o ther re ta il 
companies, employee benefits 
here are good
9. My s e llin g  a b i l i t y  la rge ly  
determines my earnings in th is  
company
10. This company is  h igh ly  
aggressive in  i t s  sales 
promotional e ffo r ts
11. My opportun ities  fo r  
advancement are lim ite d
12. My pay is  high in  comparison 
w ith  what others get fo r  
s im ila r  work in  o ther re ta il  
companies
13. The people I work w ith  get 
along wel1 together
14. My manager sees th a t we have 
the th ings we need to do our 
job
15. The company's sales tra in in g  
is  not ca rried  out in  a well 
planned program
16. My fe llo w  workers are 
sel f is h
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PART V:
Now I 'd  l ik e  to ask you some questions about your own in te re s ts  and ideas. Would 
you please look a t the fo llo w in g  l i s t  and rank each o f the 7 fac to rs  according to 
how much you p re fe r each fa c to r . Ind ica te  your preference by w r it in g  a number 
next to eadh fa c to r ; where 1 = most p re fe rred , 2 = second most p re fe rred , up to 
7 = le a s t p re fe rred . Please make sure each fa c to r  receives a rank.
Factors
A. High sa lary
B. Greater commission rate
C. No danger o f being f ire d
D. Shorter working hours
E. B e tte r chances fo r promotion
F. Sensing your work is  important and 
gives you a fe e lin g  o f accomplishment
G. Recognition from supervisor fo r a 
job  wel1 done
PART VI:
A salesperson's quan tity  and q u a lity  o f performance is  measured in  many ways - -  
sales volume, p r o f i t ,  and so fo r th . Comparing yo u rse lf to a l l  o ther salespeople 
in your sto re  doing work s im ila r  to  you rs :
Top Middle Bottom
I tn  20% 30:i 40 ? 50% 40iS 30fi 20% 10:̂
1. How do you rate yo u rse lf in  terms
o f the gross margins you achieve? ___________________________________
Z .  How do you rate yo u rs e lf in  terms o f
your a b i l i t y  to  reach your quota? ___________________________________
3. How do you rate yo u rs e lf in  terms o f
g u a lity  o f your performance regarding
customer re la tio n s?  ______________
4. How do you rate yo u rs e lf in  terms o f 
quali ty  o f your performance in 
regard to management o f time and 
planning a b i l ity ?
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5. How do you rate  y o u rs e lf in  terms o f 
q u a lity  o f  your performance in  regard 
to knowledge o f  products, company, 
com petitors' products, and customers' 
needs?
6 . How do you rate  y o u rs e lf in terms o f 
the p o te n tia l you have fo r  reaching 
the tO£ 102 in  gross margin achieved 
fo r  a l l  salespeople in your store?
Top Middle Bottc-.
102 202 302 402 502 402 302 202 102
very very
slim  s lim  moderate strong s trorg
PART V II:
Below is  a l i s t  o f outcomes tha t may re s u lt from good performance on the job . Whc*. 
is  the lik e lih o o d  tha t performing excep tiona lly  w ell on your job w i l l  lead to the 
fo llow ing  outcomes. Please check the appropriate response next to each outcome.
Extremely Somewhat Somewhat Extremely
L ike l y L ike ly  Undecided Uni ikel.y Unli kel y
Performing Exceptiona lly  well 
on my job  w i l l  lead to :
1. Enhancement o f  my
personal p restige _______ _______ _______ _______  _______
2. Increasing my sense o f 
accomplishment
3. Gaining more respect from 
fe llo w  employees
4. Increasing my earnings
5. Receiving recogn ition  
from my manager
6 . Increasing my chances 
fo r  promotion
7. Increasing my opportun ity  




Many times b e tte r  o ve ra ll performance on a job can re s u lt when one has the a b i l i t y  
to  increase h is  knowledge on job re la ted  func tions . For each o f the job functions 
l is te d  in d ica te  the percentage change in  overa ll performance tha t may re s u lt due to 
an increase in  knowledge on tha t fu nc tio n :
No chance 50-50 Certain
W T 0 %  20% 30% 40^35% 60% 70% 80% 90% 100%
1. I f  I were to increase my know­
ledge o f the merchandise I se ll 
by 10 percent; the p ro b a b ility  
o f increasing my weekly sales 
volume would be:
2. I f  I were to enhance my s e llin g  
a b i l i t y  by 10 percent; the 
p ro b a b ility  o f increasing my 
weekly sales volume would be:
3. I f  I were to enhance my 
customer service a b i l i t y  by
10 percent; the p ro b a b ility  o f 
increasing my weekly sales 
volume would be:
4. I f  I were to enhance my d a ily  
planning a b i l i t y  by 10 percent; 
the p ro b a b ility  o f increasing 
my weekly sales volume would be:
5. I f  I were to increase my speed 
and accuracy o f handling cash 
and c re d it  transactions by 10 
percent; the p ro b a b ility  o f 
increasing my weekly sales volume 
would be:
PART IX:
The la s t section o f th is  survey concerns some general inform ation so th a t your 
answers can be c la s s if ie d . Would you please answer these few remaining questions.
1. How long have you been employed outside o f your home?
months years
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2. How long have you been employed in  the re ta il industry?
months______  years_______
3. How long have you been employed fo r  th is  p a r t ic u la r  company?
months______  years_______
4. How long have you been a salesperson fo r  th is  organization?
months______  years_______
5. In to ta l,  how many months/years have you worked as a r e ta i l  salesperson? 
(With th is  company as well as o ther employers)
months______  years_______
6 . Are you: f u l l  time________  p a rt-tim e_____
7. Are you: permanent________  temporary_____
8 . What is  your sex? male______  female_______
9. What is  your approximate age? _______
10. What is  your m arita l status?
_______sing le  _______divorced/separated
_______married _______widowed
11. I f  m arried, what is  your spouse's occupation?___________________________
12. How long has he/she been employed in  tha t occupation?
months_______ years_______





Name and I.D, number o f employee being evaluated:
Name______________________________________
l.D . Number________________________________
For each o f the fo llow ing  performance determ inants, please ind ica te  the degree to which 
the employee performs on each given task. Please u t i l iz e  the fo llow ing  de linea tion  
fo r  each task ra tin g :
A. Outstanding: performs a t an exceptional high q u a lity
8 . Good: exceeds store p o lic y  requirements
C. S a tis fac to ry : meets minimum requirements
0. Fa ir: improvement is  necessary
E. Poor: completely unsa tis fac to ry  fo r  store operations
Out- S a tis - Not
standing Good fa c to ry  Fa ir Poor Applicable
1. Meets schedules and deadlines ___ ___  ___ ___
2. Acts to prevent merchandise 
shrinkage
3. Provides courteous service to 
customers
4. Suggests add-on/complementary 
merchandise
5. Handles customers problems
6 . Keeps merchandise neat and o rderly
7. Accuracy in  counting stock
8 . Follows superv isor's  in s tru c tio n s
9. W illingness to  help other 
salespeople
10. On time record
11. Knowledge o f fashion, f i t ,  s ty le , 
construction o r use, o f 
merchandise group
12. Speed and accuracy in  handling 
cash/cred it transactions
13. Overall job -re la te d  or work- 
re la ted  a t t i  tude
APPENDIX C 
PERFORMANCE DIMENSIONS
H.: THERE IS A DIRECT RELATIONSHIP BETWEEN MOTIVATION 
1 (EXPECTANCY THEORY) AND PERFORMANCE.
M otivation
Performance Dimensions____________________Valence Ins trum en ta lity  Expectancy
I. Meets schedules and deadlines 43* * * * .25** .5 5 ****
2 . Acts to  prevent merchandise 
shrinkage
_4g**** .25** . 20*
3. Provides courteous service to 
customers
.08 .16** .00
4. Suggests add-on/complementary 
merchandise
.15* .01 .08
5. Handles customers' problems -.1 6 ** - . 12 - . 0 2
6 . Keeps merchandise neat and 
o rde rly
23* * * -.07 .17
7. Accuracy in  counting stock -.07 .11 .4l* * * *
8 . Follows superv iso r's  in s tru c tio n s -.05 -.13 .12
9. W illingness to help other 
salespeople
.00 .35*** .33* * *
10 . On time record .09 .23** .11
11. Knowledge o f fashion f i t ,  s ty le , 
construction  or use, o f 
merchandise group
.24** _ 45* * * * . 21**
12. Speed and accuracy in  handling 
cash /c red it transactions
. 11* 47* * * * .04
13. Overall jo b --e la te d  or work-  ̂24*** .16* .27**







H? : THERE IS A DIRECT RELATIONSHIP BETWEEN JOB SATISFACTION
AND PERFORMANCE. THE HIGHER THE LEVEL OF JOB
SATISFACTION THE HIGHER THE LEVEL OF PERFORMANCE.
Performance Dimensions Job S a tis fa c tio n
1. Meets schedules and deadlines .56***
2. Acts to prevent merchandise .45*** 
shrinkage
3. Provides courteous service to .33**
customers
4. Suggests add-on/complementary -.07
merchandise
5. Handles customers problems .01
6 . Keeps merchandise neat and -.02
o rderly
7. Accuracy in  counting stock .09
8 . Follows supe rv iso r's  in s tru c tio n s  - .3 3 **
9. W illingness to  help o ther - .3 6 **
salespeople
10. On time record .17*
11. Knowledge o f fash ion, f i t ,  s ty le , .07 
construction  or use, o f
merchandise group
12. Speed and accuracy in  handling .41*** 
cash /c red it transactions
13. Overall jo b -re la te d  o r work- .37** 





H,: THERE IS A DIRECT RELATIONSHIP BETWEEN JOB SATISFACTION
AND NEED ACHIEVEMENT. THE HIGHER THE LEVEL OF JOB






Job S a tis fa c tio n  -.01 .41*
* **p <.001
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H,: THERE IS A DIRECT RELATIONSHIP BETWEEN SPECIFIC EXPERIENCE
AND JOB PERFORMANCE. THE HIGHER THE TENURE LEVEL
THE HIGHER THE LEVEL OF PERFORMANCE.
Tenure
Performance Dimensions__________________Less than 5 yrs_______Greater than 5 yrs
1 . Meets schedules and deadlines .51*** . 21*
2 . Acts to  prevent merchandise 
shrinkage
.61*** .31**
3. Provides courteous service to 
customers
.24** .40***
4. Suggests add-on/complementary 
merchandise
.27** .37***
5. Handles customers problems .11 .22* *
6 . Keeps merchandise neat and 
o rde rly
.31** .17*
7. Accuracy in  counting stock -.07 .23**
8 . Follows superv iso r's  in s tru c tio n s .25* .5£***
9. W illingness to help other 
salespeople
.26* .43***
10. On time record -.0 8 .12
11. Knowledge o f fash ion , f i t ,  s ty le ,  
construction  o r use, o f 
merchandise group
- . 21* . 23**
12 . Speed and accuracy in  handling 
ca sh /c red it transactions
- . 1 1 .10
13. Overall jo b -re la te d  or work- 
re la ted  a tt itu d e





Hr : THERE IS A DIRECT RELATIONSHIP BETWEEN GENERAL EXPERIENCE
AND PERFORMANCE. THE HIGHER THE AGE LEVEL
THE HIGHER THE LEVEL OF PERFORMANCE.
Performance Dimensions
1. Meets schedules and deadlines
2. Acts to  prevent merchandise 
shrinkage
3. Provides courteous service to 
customers
4. Suggests add-on/complementary 
merchandise
5. Handles customers problems
6 . Keeps merchandise neat and 
o rderly
7. Accuracy in  counting stock
8 . Follows superv isor's  in s tru c tio n s
9. W illingness to help other 
salespeople
10. On time record
11. Knowledge o f fash ion, f i t ,  s ty le ,  
construction or use, o f 
merchandise group
12. Speed and accuracy in handling 
cash /c red it transactions
13. Overall job -re la te d  or work- 

















H6 : THERE IS A DIRECT RELATIONSHIP BETWEEN EXPERIENCE AND 
REWARD VALENCES. THE HIGHER THE LEVEL OF TENURE 




Experience__________________________________________ In t r in s ic   E x tr in s ic
TENURE:
less than 5 years 
g rea te r than 5 years
.,3 2 ****




18 - 21 .08 .06
22 - 30 „ 44* * * * .24+*
30 + ]05 .06
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H75 there is  a relationship between sex and performance.
MALES WILL ACHIEVE HIGHER LEVELS OF PERFORMANCE 
ON VARIOUS PERFORMANCE DIMENSIONS.
Sex
Performance Dimensions_____________________________________ Female_____
1. Meets schedules and deadlines -.14
2. Acts to prevent merchandise -.10
shrinkage
3. Provides courteous service to  .05
customers
4. Suggests add-on/complementary -.11
merchandise
5. Handles customers problems .04
6 . Keeps merchandise neat and .07
o rd e rly
7. Accuracy in  counting stock
8 . Follows supe rv iso r's  in s tru c tio n s  -.06
9. W illingness to  help other .02
salespeople
10. On time record .09
11. Knowledge o f fash ion , f i t ,  s ty le ,  .28** 
construction  or use, o f
merchandise group
12, Speed and accuracy in hadling .22** 
cash /c red it transactions
13, Overall jo b -re la te d  or work- .17*


















H„ : HALES HILL HAVE A HIGHER DESIREABILITY FOR 
INTRINSIC REWARDS; FEMALES HILL HAVE A 
HIGHER DESIREABILITY FOR EXTRINSIC 
REWARDS.
Reward Valence






Ha: THERE IS A DIRECT RELATIONSHIP BETWEEN NEED ACHIEVEMENT AND
PERFORMANCE, THE GREATER THE NEED TO ACHIEVE
THE HIGHER THE JOB PERFORMANCE.
Performance Dimensions
Need Achievement 
Low Philosophy High Philosophy
1. Meets schedules and deadlines
2. Acts to  prevent merchandise 
shrinkage
3. Provides courteous serv ice  to 
customers
4. Suggests add-on/complementary 
merchandise
5. Handles customers problems
6 . Keeps merchandise neat and 
o rd e rly
7. Accuracy in  counting stock
8 . Follows supe rv iso r's  in s tru c tio n s
9. W illingness to help other 
salespeople
10. On time record
11. Knowledge o f fash ion , f i t ,  s ty le ,  
construc tion  or use, o f 
merchandise group
12. Speed and accuracy in  handling 
ca sh /c re d it transactions
13. Overall jo b -re la te d  o r work- 































H10: THERE IS A DIRECT RELATIONSHIP BETWEEN NEED ACHIEVEMENT
AND EXPECTANCIES. THE GREATER THE NEED TO ACHIEVE
THE GREATER THE LEVEL OF EXPECTANCIES.
Expectancies
• •
Need Achievement___________________________________ High Level__________ Low Level
Weak Work Philosophy .24** .16*





H u :  THERE IS A DIRECT RELATIONSHIP BETWEEN NEED ACHIEVEMENT 
AND REWARD VALENCES. THE GREATER THE NEED TO 
ACHIEVE THE GREATER THE DESIREABILITY FOR 
INTRINSIC REWARDS.
Reward Valences










h12: THERE IS A DIRECT RELATIONSHIP BETWEEN LOCUS OF 
CONTROL AND PERFORMANCE. THE GREATER THE 
INTERNAL ORIENTATION THE HIGHER THE 
PERFORMANCE.
Performance Dimensions
Locus o f Control 
In te rna l External
1. Meets schedules and deadlines
2. Acts to prevent merchandise shrinkage
3. Provides courteous service to customers
4. Suggests add-on/complementary 
merchandise
5. Handles customers problems
6 . Keeps merchandise neat and o rderly
7. Accuracy in  counting stock
8 . Follows superv iso r’ s in s tru c tio n s
9. W illingness to help other salespeople
10. On time record
11. Knowledge o f fash ion, f i t ,  s ty le ,  
construction or use, o f merchandise 
group
12. Speed and accuracy in  handling cash/ 
c re d it transactions
13. Overall jo b -re la te d  or w ork-re lated 


























* p c io
**p<,05
***p < .01
* * * *p <-.001
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h13; THERE is a direct relationship between self worth and job




1. Meets schedules and deadlines .08
Z. Acts to prevent merchandise shrinkage .43****
3. Provides courteous service to customers .15*
4. Suggests add-on/complementary .23***
merchandise
5. Handles customers problems
6 . Keeps merchandise neat and o rde rly  -.1 7 *
7. Accuracy in  counting stock .25***
8 . Follows supe rv iso r's  in s tru c tio n s  .16*
9. W illingness to help o ther salespeople .02
10. On time record .18*
11. Knowledge o f fash ion , f i t ,  s ty le ,  .35***
construction or use o f merchandise
group
12. Speed and accuracy in  handling c a s h /  . 0 9
c re d it transactions
13. Overall jo b -re la te d  or work-re la ted .13*
a t t i  tude
*p4 . 10
* *P 4 .0 5
***p <.01
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